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\ What is Market Leader and who is it for?

Market Leader is a multi-level business English course for businesspeaple and
students of business English. |t has been developed in association with the
Financial Times, one of the leading sources of business information in the waorld.
It consists of 14 units based on topics of great interest to everyone involved in
international business.

This new edition of the Upper Intermediate level features new authentic texts and
listenings throughout, reflecting the latest trends in the business world. If you are
in business, the course will greatly improve your ability to communicate in English
in a wide range of business situations. If you are a student of business, the
course will develop the communication skills you need to succeed in business
and will enlarge your knowledge of the business world. Everybody studying this
course will become more fluent and confident in using the language of business
and should increase their career prospects.

The authors

David Falvey (left) has over 20 years’ teaching and managerial experience in the UK,
Japan and Hong Kong. He has also worked as a teacher trainer at the British Council n
Tokyo, and is now Head of the English Language Centre and Principal Lecturer at London
Metropolitan University.

Simon Kent (centre) has over 15 years’ teaching experience including three years as an
in-company trainer in Berlin at the time of German reunification. He is currently a Senior
lecturer in business and general English, as well as having special responsibility for
designing new courses at London Metropolitan University.

David Cotton (right) has over 35 years’ experience teaching and training in EFL, ESP and
English for Business, and is the author of numerous business English titles, including
Agenda, World of Business, International Business Topics, and Keys to Management. He
is also one of the authors of the best-selling Business Class. He is a Senior Lecturer at
London Metropalitan University.



Introduction |

\ What is in the units?

Vocabulary

Reading

Listening

Language review

Case study

Revision units

You are offered a variety of interesting activities in which you discuss the
topic of the unit and exchange ideas about it.

You will learn important new words and phrases which you can use when you
carry out the tasks in the unit. A good business dictionary, such as the
Longman Business English Dictionary, will also help you to increase your
business vocabulary.

You will build up your confidence in using English and will improve your
fluency through interesting discussion activities.

You will read authentic articles on a variety of topics from the Financial Times
and other newspapers and online business websites. You will develop your
reading skills and learn essential business vocabulary. You will also be able to
discuss the ideas and issues in the articles.

You will hear authentic interviews with businesspeople. You will develop
listening skills such as listening for information and note-taking.

This section focusses on common problem areas at upper intermediate level.
You will become more accurate in your use of language. Each unit contains a
Language review box which provides a review of key grammar items.

You will develop essential business communication skills such as making
presentations, taking part in meetings, negotiating, telephoning, and using
English in social situations. Each Skills section contains a Useful language
box which provides you with the language you need to carry out the realistic
business tasks in the book.

The Case studies are linked to the business topics of each unit. They are
based on realistic business problems or situations and allow you to use the
language and communication skills you have developed while working
through the unit. They give you the opportunities to practise your speaking
skills in realistic business situations. Each Case study ends with a writing
task. A full writing syllabus is provided in the Market Leader Practice File.

Market Leader Upper Intermediate also contains two revision units, based on
material covered in the preceding seven Course Book units. Each revision unit
is designed so that it can be done in one go or on a unit-by-unit basis.

LONGMAN ON THE WEB

ws s, Longman.com offers classroom activities, teaching tips and
) AMPAN NG R
265 @ online resources for teachers of all levels and students of all
SEAVEN: ages. Visit us for course-specific Companion Websites, our
o=t online catalogue of all Longman titles, and access to all local
S

Longman websites, offices and contacts around the world.
Join a global community of teachers and students at Longman.com.




1 ‘fm "

OVERVIEWY ‘ Everything that can be said
D Vocabulary can be said clearly. ’

Good communicators Ludwig Wittgenstein (1889-1951),
[:I Listening Austrian philosopher

Improving

communications

Reading

Internal communication
Language review

= Idioms
Skills
Dealing with
communication
breakdown

m Case study
HCPS

m Q What makes a good communicator? Choose the three mast important factors.

¢ fluencyin the language ® asense of humour
® an extensive vocabulary e grammatical accuracy
® being a good listener * not being afraid of making mistakes
® physical appearance ¢ an awareness of body language

Q What other factors are important for communication?

G Discuss these questions.

1 What forms of written and spoken communication can you think of? For
example: e-mails, interviews

2 Which of the above do you like using? Why?
3 What problems can people have with them?
4 How can these problems be solved?

Vocabulary 0 Which words below apply to good communicators? Which apply to bad
Good communicators?

communicators

articulate  coherent  eloquent fluent  focussed
hesitant  inhibited  extrovert persuasive rambling
responsive  sensitive  succinct  reserved

Q Vocabulary file page 171



1 Communication |

0 Which of the words in Exercise A have the following meanings?

1 concise
2 reluctant to speak

3 talking in a confused way
4 able to express ideas well

5 clear and easy to understand
6 good at influencing people

7 outgoing

8 reacting in a positive way

G Complete this talk by a communication expert with the verbs from the box.

disten— digress

interrupt

explain engage clarify confuse ramble

‘Good communicators really . . listen. .. to people

and take in what is said. They maintain eye contact
and have a relaxed body language, but they seldom
............. *and stop people talking. If they don’t
understand and wantto ... .......... 2something
they wait for a suitable opportunity.

When speaking, effective communicators are good
at giving information. Theydonot .. ........... 3

their listener. They make their points clearly. They
will avoid technical terms, abbreviations or jargon.

If they do need to use unfamiliar terminology they
............. 4 by giving an easy to understand
example. Furthermore, although they may
............. 5 and leave the main point to give
additional information and details where
appropriate, theywillnot ., ........... ¢and lose
sight of their main message. Really effective
communicators who have the abilityto , .. ........ 7

with colleagues, employees, customers and
suppliers are a valuable asset for any business.’

(D] () 1.1 Listen to the talk and check your answers.

G Think of a good communicator you know. Explain why they are good at

communicating.

3 Vocabulary file page 171

o O 1.2 Listen to the first part of an interview with Anuj Khanna, Marketing

Improving
communications

questions.

customers?

A Anuj Khanna

Manager of Netsize, a marketing agency for mobile media, and answer the

1 According to Anuj Khanna:
a) why have communications improved in recent years?
b) how can they improve in the future?
2 What example does he give of banks improving communications with

Q O 1.3 Listen to the second part of the interview.
1 What are the consequences of the following communication breakdowns?
a) problems in air traffic control systems
b) delays in fixing communication systems

¢ faults in cash machines

2 Which of the following developments in communication does Anuj Khanna
expect to see in the future?

a) more privacy for customers

b) more freedom for companies to communicate with customers
© more control by customers over the messages they receive
d) more communication between machines

G How do you think business communication will change in the future?



| 1 Communication

Q What are the advantages and disadvantages for companies of using e-mail?

strong corporate identity

Internal
communication e Select three of the items below which, in your opinion, best contribute to
improving communication.
trust flexi-time
open plan offices small teams
voice mail
e-mail frequent meetings
mobile phones staff parties

15
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Communication — it’s much easier said than done

By Clare Gascoigne

Trust is key in an

open organisation

Getting staff to talk to each other
ought to be the least of your
problems, but internal
communication can be one of the
hardest nuts to crack in business.

‘Communication comes up in
every department. The
repercussions of not
communicating are vast,” says
Theo Theobald, co-author of Shut
up and Listen! The Truth About
How to Communicate at Work.

Poor communication can be a
purely practical problem.
Gearbulk, a global shipping
business with branches around the
world, faced language and
geographical difficulties, as well as
a huge amount of paperwork. With
up to 60 documents per cargo, it
was a logistical nightmare to track
and monitor jobs, while tighter
security regulations after 9/11
meant customs documents had to
be ready before a ship was allowed
to sail.

Installing an automated system
means data is now entered only
once but can be accessed by anyone
in the company, wherever they are.

‘Reporting is faster by a matter
of months,” says Ramon Ferrer,
Vice President of Global IT at
Gearbulk. ‘An operational team
carrying a voyage all the way
across the world doesn’t always
have to be talking to each other —
and we don’t waste time duplicating
the same information.

Given today’s variety of
communication tools, it seems
strange that we still have a
problem communicating. But the

| PREFERRED IT WHENHE
HID BEHIND HIS COMPUTER
SENDING SILY E-MAILS

brave new world of high-tech can
45 create barriers — senior managers
hide behind their computers, staff
use voice mail to screen calls, and
employees sitting next to each
other will send e-mails rather than
speak.

‘Managers should get up, walk
round the office and talk to people,
says Matt Rogan, Head of
Marketing at Lane4, a leadership
and communications consultancy.
‘Face-to-face communication can't
be beaten.’

Theobold recommends checking
e-mail only three times a day,
allocating a set period of time to
deal with it. ‘If you leave the sound
on, the temptation is as great as a
ringing phone. People will interrupt
meetings to check their e-mails.’

Another problem is simply
hitting the ‘reply all’ button,
bombarding people with
information. ‘We had unstructured
data coming at staff from left,
right and centre, leaving it up to
individuals to sort out,” says
Gearbulk’s Ferrer. ‘Our new system
has reduced e-mails and changed

50

55

6

(=)

65

70

the way people work. It will remind
75 you about work flow’

Information overload also means
people stop listening. But there may
be a deeper reason why a message
fails to get through, according to

80 Alex Haslam, Professor of

Psychology at Exeter University.

‘Everyone thinks a failure to
communicate is just an individual's
error of judgment, but it’s not

85 about the person: it’s about the

group and the group dynamics,’ he

says. ‘Just training people to be
good communicators isn’t the
issue.

The problem is that employees
develop common loyalties that are
far stronger than the need to share
information. This can even extend
to questions of safety.

In the mid-1990s there were a lot
of light air crashes in Australia
because the two government
departments responsible for air
safety weren't communicating,’
says Haslam. ‘The government was
trying to save money and both
groups felt threatened. The
individuals were highly identified
with their own organisation and
unwilling to communicate with the
other department.’

A company is particularly at risk
when cost-cutting is in the air.
Individuals withdraw into
departmental loyalties out of fear.
Sending such people on yet another
‘how to communicate’ course will
be pointless. Instead, Haslam
believes that identifying the sub-

115 groups within an organisation and
making sure each group feels
valued and respected can do far
more to encourage the sharing of
information. The key to

120 communication, he says, is trust.

From the Financial Times

90

95

100
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1 CimmunicationJ
G Read the article and complete the chart below.

Communication problems
|
| | l

A High Tech B Information overload C Common loyalties
Consequences Consequence Conseguence
s NCC LR, o B MR E e & IR Rr LR =
2T R R B
3 E e T

Q Read the article again and answer these questions.
1 What communication problems did Gearbulk have?
How did Gearbulk overcome the problems?
What solutions does Theobald recommend for the above prablems?
According to the author, why do staff often receive too many e-mails?

Why weren’t the two government departments (responsible for air safety)
communicating?

6 What does the author think about sending people on communication courses?

vi &~ WN

G Which word in each group does not form a word partnership with the word
in bold?

1 waste time resources information
2 face trouble problems difficulties

3 duplicate information time work

4 install systems factories equipment
5 save money time experience
6 develop truth loyalty motivation
7 share support information ideas

8 allocate time ideas resources

9 interrupt e-mails conversations meetings

@ Discuss these questions.
1 ‘Face-to-face communication can’t be beaten.’ Do you agree?
2 How could communication be improved in your organisation?
3 How will communication change in the office of the future?

3 Vocabulary file page 173



L1 Communication

Language review 0 Complete these idioms with the missing words from the box.
Idioms

point bush grapevine stick wavelength wires
nutshell  picture tail purposes

|CAN'T MAKE
HEAD ORTAIL

a) toputitina....coeeeunen.....

b) to get straight to the ..................

¢) to hearitonthe ......c.......

d) toputyou in the ..................

e) to get the wrong end of the ..................
f) to be onthe same ....ueeeeueeenn.

g) can’t make head or .................. of it

h) totalk at cross .....ecevvunnen...

i) to beataboutthe .................

j) togetour..nn..... crossed

Which of the idioms in Exercise A mean the following?

to fail to understand anything

to share similar opinions and ideas

to summarise briefly

to misunderstand

to delay talking about something

to give the latest information

to talk about the most important thing

to hear about something passed from one person to another

0N NVt W N R

Complete the sentences with the idioms from Exercise A.

1 OK, Pl ceereeineenenne, I’'m afraid we’re going to have to let you go.

2 ‘You and your boss seem to agree on most things.’ ‘Yes, we are ................. o3
3 Some important decisions were taken at yesterday’s meeting. Let me

4 |thinkweare .......couueeee. . I mean next month, not this month.

5 He never gives you a straight answer. He’s always ..........o....... :
2 I that he’s been fired. Is it true?
7

It’s a very complicated system, but to .................. it works exactly like a big
kettle.

8 If you think our biggest problem is market share then you have .................. 3
9 Thisreport makes no sense atall. | .....coeuueenne.. .
10 Everyone arrived for the meeting at different times.We must have ................ .

Q Ask your partner the following questions.
1 What have you heard on the grapevine recently?
When was the last time you got the wrong end of the stick?
When is it necessary to put someone in the picture?
In what situations is it good to beat about the bush?
In what situations is it good to get straight to the point?
Can you give an example of when you were talking at cross purposes?
Is there anything you can’t make head or tail of?

N o~ WoN



1 Communication |

0 What expressions can you use on the phone in the following situations?

Dealing with 1 youdon’t hear what someone says
communication 2 the person speaks too fast or too quietly
breakdown

3 youdon’t understand a word or expression they use

4 you want to check the spelling of something

5 you want more information about a subject

6 the connection is not good and you can’t continue the conversation
7 youwant to check the key points

0 ﬂ 1.4 Listen to the telephone conversation between Bernard and Koichi.
Which of the problems mentioned in Exercise A do the speakers have when
communicating?

o O 1.5 Listen to the two speakers in a similar conversation. Explain why the
second conversation is better. Give as many reasons as you can.

0 O 1.5 Listen to the conversation again and complete these extracts with
words or expressions from the conversation.

1 THEE 500, W o s B s while |
geta pen.

2 50rry Bernard, | .oceeevcieeeenies ceriiiieeieiine eeeeeeieeeeenns . Could you
.................................... a little, please? | need to take notes.

3 Letme................. that, 200 posters, pens and pencils and 50 bags.
.................. it.

4 Seel...sorry, Could YOU wevvvuiriniieces eeeiiiiiiiees eeeeeeeeeees me, please,

Bernard, | don’t think | know the company?
5 ‘They’ve placed an order for 18 of the new lasers...’ ‘Sorry, .....c...o........

.................................... 8o lasers?’

6 Sorry, | don’t follow you. What .................. ‘roll-out’ coevivineeennns ?

7 Butlneed details about the company. SOy, it’s vee.eeeeeeeeeeees eeeeeeeeeeeennen,
.................. N OO Ol ot i i - Bl sl o et | @EMAL
hear you very well.

8 Sorry, I still can’t hear you. Pl cecuuveviieiiies ceeeeeeeeeeeiee eeeeesaeaeeeannns :

maybe the line will be better.
G Now match each extract 1-8 to the points you discussed in Exercise A.
o Work in pairs. Role play. Marketing Manager: turn to page 151; Overseas

agent: turn to page 150. While doing the role play, practise some of the
expressions you can use for dealing with breakdowns in communication.

Useful language ]

Asking for repetition What does ... mean? Solving a problem
Sorry, could you repeat that? Sorry, I'm not with you. Sorry, it’s a bad line. Can |
| didn’t (quite) catch that. Sorry, | don’t follow you. call you back?
Could you speak up, please? Could you give me some
Could you say that again, more details, please? Summarising the call
please? Could you let me have more  Let me go over what we’ve
information? agreed.
Asking for clarification Could you explain that in Let me just summarise ...
Would/Could you spell that, more detail?
please? Could you clarify that?
Can I read that back to you? Could you be more specific,
What do you mean by ...? please?




Communication
problems

Following the takeover, a
number of serious
communication problems have
arisen.

Read the e-mails sent by Gloria
Richter, Office Manager, and by
Ursula Krieger, Sales Director.

In your opinion, what is the

most important problem
mentioned in the e-mails?

Background

HCPS is a private health care
organisation based in Geneva,
Switzerland. It offers advice and
treatment to wealthy people and
company employees all over the
world. Its advertising
emphasises that it provides a
personal health service tailored
to the individual’s needs.

The HCPS group was formed a
year ago, following a takeover of
HCP by Sanicorp, another health
care organisation. Since the
takeover, the company has
become more centralised, with
more decisions being made by
the top management at head
office. The working language of
the group is English.

{

JOR ’l Gunther Schmidt
From... | LGloria Richter B l |

Subject: EE:m-ai]s; staff lounge ’Date:&mhfi_] '

There are some communication problems | wish 10 bring
to your attention.

1 Each day we receive a huge number of e-mails from
colleagues inside the company and from overseas
customers. Some are important, many are not. My staff
seem to spend all day checking and sorting e-mails,
which is time-consuming and results in them neglecting
other duties.

2 My staff don’t understand why you got rid of the staff
lounge after the takeover. They say that it used to be a
gooad place to meet people from other departments and
to exchange ideas. Most of them still have not met

anyone from Sanicorp yet.
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To... | Chris Wright

| i

et =
: From... i Ursula rieger
Subject: | Communications prablems

[ March 18 |

Date:

Since the takeover, problems have arisen and they

need resolving soon. |

1 A lot of middle managers are really confused |
about who they should report to. We know
management are planning a reorganisation, but
isn't it time they told us what's happening?

2 Several department heads are unhappy because
they can't get a quick answer when they want to
spend money, even small sums. When they ask
their present line manager for authority to buy
something, for example, a piece of equipment, the
usual reply is it's not up to me anymore’.

o

You are members of Desiree Roland Consultants.
Work in small groups. Make a list of all the
communication problems in the company.

Then rank the problems in order of importance.
What actions do you suggest to solve the
communication problems?

Discuss your ideas in groups, then meet as one
group and work out an action plan.

Which actions should be taken:
a) immediately?

b) inthe nearfuture?

¢) later, when convenient?

Which actions will require:
a) alot ofinvestment?
b) some investment?
0 very little investment?

O 1.7 Now listen to the President of the company,
Susan Westbrook, talking to Chris Wright,
Managing Director. Who do you agree with, the
President or the Managing Director? Why?

1 Com[nunication_J

Desiree Roland Consultants SA

The President of HCPS, Susan Westbrook,
recently contacted a firm of management
consultants, Desiree Roland Consultants SA,
based in France. She asked them to analyse the
communication problems in HCPS and to send
in a report. The consultants interviewed staff at
all levels in the company.

O 1.6 Listen to some typical comments and
complete the table with information from the
listening extracts.

Type of problem Description of problem
Organisation

Documents

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

Location
of premises

Customer relations

Other problems

Writing
Write a follow-up e-mail from the consultants
detailing their recommendations.

:) Writing file page 139
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Q Think of one brand in each of these categories which is marketed
internationally.

food drink electrical equipment  clothing  construction

() Discuss these questions.

1 What are the advantages for a company of expanding beyond its
domestic market?

2 What kinds of problems do companies face when they go international?
3 What methods can companies use to enter overseas markets?

3 Vocabulary file page 171
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Vocabulary Q Complete these statements with suitable expressions from the box.
Collocations

buying habits economic situation
government bureaucracy  income distribution
monetary regulations political stability

1 Becauseoftight............................ company prafits could not be
taken out of the country.
2 Red tape and otherexamplesof ...................... ... hinder a

company’s entry into a market.

3 The country is attractive to exporters because it has enjoyed
............................ for the last 50 years.

4 The purchasing behaviour of consumers can be described as their

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

5 The i, is improving leading to a rise in employment.

O is a term used by economists to describe how
wealth is shared in a country.

@ Discuss these questions.
1 What are some of the main benefits of political stability?

2 How would you describe the present ecanomic situation of your country
compared to 10 years ago?

3 Isit possible to achieve equal income distribution in a country? Explain why
or why not.

@ Look at the words and phrases below. Underline the odd one out.

1 a) growing market ¢) expanding market
b) developing market d) declining market

2 a) questionnaire ¢) promotion
b) focus group d) survey

3 a) market sector ¢) market segment

b) market research

4 a) international market
b) overseas market

5 a) launch a product
b) withdraw a product
6 a) slogan
b) free sample
7 a) retailer
b) distributor

d) market niche

¢) domestic market
d) worldwide market

¢) bring out a product
d) introduce a product

¢) discount
d) special offer

¢) wholesaler
d) manufacturer

Complete this exercise and then compare answers with a partner.
1 Give an example of an expanding market in your country.
2 Give some examples of products or services which are targeted at niche

markets.
3 Another name for a home market is a .....ooevvevervennnnn. market.
4 Ifaproduct has a design fault a company may decide t0 ........coeerueunne... it,

carrect the fault and relaunch it at a later date.
5 ‘Justdoit’isan example of @ ..ccccevvveveeereennennes ]
6 What's the difference between a retailer and a wholesaler?
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Coffee culture

LEEGINES @) Answer these questions.

1 Which hot drinks are popular in your country?
2 What is your favourite hot drink?

Coffee culture
comes to
coffee-growers

By John Authers and Mark Mulligan

In Chile, they prefer tea to
coffee and instant rather
than freshly brewed.

In Argentina, by contrast,
breakfast is with a frothy
cappuccing, a heart-starting
espresso, or a caffé latte. In
Brazil, after-dinner coffee is
served free at any self-
respecting restaurant.

That Latin America is not
one great homogeneous
culture often surprises
travellers. However, even
the most subtle differences
in the consumer profile of a
Colombian and a
Venezuelan will not have
been lost on Starbucks, one
of the fastest-growing
global brands.

After searches for local
partners, and a successful
trial run in Mexico City,
Starbucks arrived in South
America.

With no conventional
advertising, the Seattle-
based company opened
stores in Lima and Santiago
within 24 hours of each
other.

Neither Peru nor Chile
has a mass-market café
culture, although European
and US-style coffee houses
have begun springing up in
the upmarket districts of
both their capitals.

Despite this cultural
peculiarity, a Starbucks
survey found that Chileans
on average drink only 150
cups of coffee a year,
compared with 345 in the US
and more than twice that
number in many European
countries. Of the 800g of
coffee per capita bought in

60

65

70

80

85

95

speciality shops each year,
90 per cent of it is instant.

In Argentina, per capita
consumption is about 4kg a
year, mostly in whole or
ground coffee  beans.
Despite being a coffee-
grower, Peru has a similar
pattern of coffee
consumption.

The irony is not lost on
Julio Gutiérrez, head of
Latin America at Starbucks
Coffee International. ‘We’ve
been doing business in
Latin America for decades,
he says. ‘We haven’t had any
stores but we've been
buying Latin American
coffee since the beginning.’

‘Expansion will depend
entirely on how long it takes
to find the right partner in
each of those countries, he
says. ‘If we don't find
anyone, we may think about
going in ourselves.

Anyone who knows the
Starbucks story can already
visualise potential outlets
in the most fashionable
neighbourhoods of the
region’s capital cities. From
a single store in Seattle’s
Pike Place Market in 1971,
Starbucks today owns 3,907
stores in North America
and licences a further 1,378.
They also own 437 and
franchise 1,180 outlets in
the rest of the world.

It first expanded from its
home market to Japan in
1996 and is now present in
more than 30 countries.
Last year alone, the
Starbucks’ living-room-in-a-
coffee-house format was
introduced to Mexico,

supermarkets and from 100 Germany, Spain, Austria,

-

105

[

10

115

125

3 Which five words do you associate with coffee?

Puerto Rico, Greece, Oman,
Indonesia and southern
China. Starbucks ‘corners’,
or mini-outlets, are found in
airline offices, sports
stadiums, airports, hotels
and bookshops. Copy-cat
coffee-bar chains have
emerged, only to be
swallowed by Starbucks or
forced to merge with
competitors.

Fortune and fame,
however, have not come
without their critics. Some

130 American companies are

generally well regarded and
any novelty from abroad is
guaranteed to arouse
curiosity.

Both the Lima and
Santiago Starbucks have
been packed since opening
their doors, and the
company has rolled out 15

140 stores in Mexico City since

launching its first — cleverly

located beside the US

embassy —a year ago.
Roman Perez-Miranda,

analysts say the company 145 head of Latin America for

was forced to globalise
because it had saturated its
home market. Others say
the Japanese experience
has not been a happy one.
Security concerns forced
the company to retreat from
Israel, and the anti-
globalisation movement
now has Starbucks stores
on its hit list.

In aspiring societies such

as Chile and Mexico,

Interbrand, agrees. ‘Mexico
is the closest Latin America
gets to the US, both
geographically and

150 culturally, he says. ‘It was

an obvious starting-point
for Starbucks in the region.’

From the Financial Times

FINANCIAL TIMES
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Q Read the article quickly and identify the country or countries where the
statement is true.

Argentina Peru Chile Brazil Colombia Venezuela Mexico US

1 People in this country would rather drink tea than coffee.

2 People in this country would rather drink instant coffee.

3 Inthis country coffee is usually free after dinner in restaurants.

4 In this country people drink 345 cups of coffee a year.

5 In this country people drink 4kg of whole or ground coffee beans per year.

@ Answer these questions.
1 Where and when did Starbucks begin?
2 How many stores does it own in a) North America? b) the rest of the world?

3 How many stores does it allow others to operate in a) North America? b) the
rest of the world?

4 Which overseas market did Starbucks enter first?
5 Inwhat sort of places can you find Starbucks’ sales-points?
6 According to the article what four problems has Starbucks had?

Q Which of the following verbs can form a word partnership with a) a product,
b) a market?

1 retreat from 4 breakinto 7 saturate 10 rollout
2 launch 5 penetrate 8 withdraw 11 license
3 pullout of 6 introduce 9 getafoothold in 12 phase out

e Which of the verbs in Exercise D are connected to a) entering a market, b)
leaving a market? Use a good dictionary to help you.

o O 2.1 Listen to the first part of the interview with Paul Smith, a marketing
specialist. What questions should you consider before entering an overseas
market?

Adapting to
markets

Q O 2.2 Listen to the second part of the interview. What problems or
challenges does Paul Smith mention?

G What problems might a foreign producer of the following products have in
trying to market their goods in your country: a) luxury cars, b) shampoos,
¢) breakfast cereals?

A Paul Smith
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Language review

Noun compounds
and noun phrases

A compound noun is two nouns together. Noun compounds are
common in business because they are shorter and more convenient than
noun phrases. For example:

an export licence rather than a licence to export

a consumer protection law rather than a law for the protection of consumers

Longer noun phrases are also common. They may consist of adverbs,
adjectives and compound noun. The following pattern is typical:

-

Adverb Adjective / Noun / Gerund | Head noun
| -ing participle
increasingly difficult market conditions
long-term marketing strategy
| expanding overseas sales

3 page 130

Q Find noun phrases in the article on page 16 which have similar meanings
to the phrases below.

1
2

the key facts about someone who buys goods or services (paragraph 3)
the activity of visiting outlets that sell hot beverages to a lot of people
(paragraph 6)

places that sell unusual products that are different in some way
(paragraph 7)

the amount of goods or materials used by each person in a particular
period of time (paragraph 8)

a group of people trying to stop international companies controlling the
world economy (paragraph 13)

0 One word in each group does not make a compound noun with the word in
bold. Cross it out.

1

N oo~ W N

marketing  campaign / budget / leader / strategy

market research / survey / check / sector
product market / range / features / manager
advertising campaign / exchange / agency / slogan
brand awareness / loyalty / image / contract
sales figures / conditions / forecast / targets
price promotion / rise / product / range

o The words in each of the noun phrases below are in the wrong order. Write
the phrases in their correct form.

1

N oo WN

impressive figures sales really

department new public relations

highly research market ambitious programme
overseas expanding operations

rapidly sheet balance improving

extremely rate exchange volatile

highly marketing report confidential
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Q Brainstorming is a useful way of generating creative ideas in meetings.
Decide which tips below are good advice and which ones you disagree with.
Then compare your answers with a partner.

Brainstorming
1 Explain the purpose of the meeting clearly.

Ask each person to speak in turn, starting with the most senior.
Announce the time limit for the meeting.

Avoid criticising or judging ideas during the session.
Encourage ideas, however unusual they may be.

Don’t interrupt when people are offering suggestions.

Make sure everyone keeps to the point.

Don’t spend time on details.

0O ~N UV P> W N

0 O 2.3 Listen to the first part of an authentic brainstorming meeting
between three members of the Marketing Department at Business Solutions
Limited. Then answer these questions.

1 What is the purpose of the meeting?
2 What types of promotion are mentioned by participants?

G O 2.4 Now listen to the rest of the meeting and answer these questions.
1 What other ideas for promoting the website are mentioned by participants?
2 When is the next meeting? What information will the participants get then?

0 Match the comments made by the participants to the headings in the Useful
language box below. You can use the Audio scripts on pages 158 and 159 to
check the context of the comments. (Some comments can be put under more
than one heading.)

1 Fire away.

7 That might be one way ...

8 Would it be worth it sponsoring
some kind of event?

2 Excellent!

3 | think we'd reach a wide audience ...
4 We should definitely do some of that. 9
5 Absolutely!

6 What about press advertising?

It would be greattodo a
presentation ...

10 What about that?

Useful language J

Stating objectives
The purpose of the meeting
this morning is to ...

Expressing enthusiasm
That’s great!
That’s the best idea I’ve heard

ideas, however crazy you
think they are.

What we need to achieve for a long time. Agreeing
today is ... That’s an excellent suggestion.  Yes, that’s a good idea
Our abjective here is to ... because ...

Making suggestions

| think we could ...

I suggest we...

One thingwe could do is ...

Encouraging contributions
Don’t hold back.

Say whatever comes to mind.
Any other ideas?

At this stage we want all your

Absolutely because ...

Exactly because ...

You're (absolutely ) right
because ...

9 Choose one of the situations below and hold a brainstorming meeting.

1 Your company has developed a new sports or music magazine. Brainstorm
ideas for an advertising campaign.

2 Your company will shortly be receiving a visit from some important Chinese
businesspeople who wish to set up a joint venture with your firm.
Brainstorm ideas for suitable gifts for the three Chinese visitors.
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Key features of Zumo

B Contains caffeine, vitamins and glucose.

B Has a secret ingredient, ‘herbora’, made
from roots of rare African plants.

@ Scientific studies show that the body absorbs
Zumo faster than water or other soft drinks.

@ The unique formula contributes to Zumo’s
taste and thirst-quenching properties.

imo - creating a globégﬁand

- =

Background

The best-selling sports drink, Zumo,
is produced by Zumospa, a food and
drinks company based in Valencia,
Spain. In the last financial year,
Zumo contributed €30 million to
Zumospa’s annual sales revenue,
accounting for 20% of the company’s
total turnover. It is, in fact, Zumospa’s
cash cow, generating more revenue
than any other of its products.

At present, Zumo is sold only in
Europe. However, the sports drink
market is the most rapidly growing
segment of the world beverage
market. Zumospa is now looking
outside Spain for markets and would
like to make Zumo a global brand.



O 2.5 Listen to this excerpt from a radio
programme, Business Today. Ricardo
Gonzales, Zumospa’s President, discusses
Zumospa’s plans to globalise.

Make notes on the company results, future
plans and competitive advantage.

Marketing

* Launched in the mid-1980s. Positioned as
an energy product for fitness-conscious
people, especially sportsmen and women,
between the ages of 20 and 45.

* Distributed mainly through grocery stores,
convenience stores and supermarkets. Also
through sports clubs. Additionally, sales are
generated through contracts with
professional leagues, such as football, golf
and tennis associations.

* Press, TV and radio advertising is backed up
by endorsement contracts with famous
European footballers and tennis stars.

¢ Zumo is offered in four flavours and its
price is in the medium range.

Developing a global brand

Zumospa needs to reposition it for the global
market. Initial research suggests that Zumo is
perceived as a Spanish drink, and its close
identification with Spain may not be suitable
when developing a global brand.

Zumospa would like to launch a global
campaign focussing first on South America,
Mexico, the Southern states of the US and
Japan, where they have regional offices. A
decision has been taken to use a standardised
advertising theme in these markets, although
the copy of the advertisements and language
of the TV and radio commercials will be
adapted to local needs.

Bcfore setting up focus groups in these areas
and commissioning market surveys, the
Marketing Department of Zumospa have
organised an informal departmental meeting
to brainstorm ideas for their global
marketing strategy.

Task

You are members of the Marketing Department of
Zumospa. Work in groups and brainstorm the points
listed in the rough notes. One person in the group
should take notes. Then meet as one group and
select some of the best suggestions for further study.

2 International marketilgj

Bminstorminj Session

1 Does Zumo need a new name? /fso,
what?

2 [Introduce new Zumo varieties far
different market seqments e.g. Diet
Zumo? Other versions?

3 Redesign Zumo bottle/can? If so, how?

Create a new slogan? Suggestions?

5 [deas for TV or radio advertisement?

Also, newspapers and magazines?

EN

6 Price - medium range?

7 How to compete against similar
products ﬁom Coke, Peps:} Heinz, etc?

8 New market opportunities for Zumo?

9 Create a special division to market
Zumo worldwide?

10 Apply to be official sponsor at next
(){qmp;’c Games?

Writing

As Marketing Manager for Zumospa, write an
e-mail to the directors of the company
informing them of the key ideas which came
out of the brainstorming session you attended.
You should indicate which ideas you favour
and why.

3 Writing file page 139
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‘ A relationship is like a shark
know. It has to constantly |

forward or it dies. ’
Woody Allen, American film-maker and ac

m () Discuss these questions.

1 What are the most important relationships for you a) at your place of work
or study? b) outside your place of work or study?

2 What benefits do you get from each relationship?

9 Ward Lincoln, Business Relations Manager with an international training
organisation, is talking about areas for companies to consider in order to
build strong business relationships. What factors do you think he will
mention?

o O 3.1 Listen to the interview and check the predictions you made in
Exercise B.

Q Answer the questions in the quiz. Then turn to page 153 to find out how good
you are at building relationships.

p You are in a room with a group of people 9 On festive occasions, e.g. New Year, do you \
who don't know each other. Do you a) send greeting cards to everyone you '

a) wait for someone to say something? know"? |

b) introduce a topic of conversation? b) send e-mails? i

¢) introduce yourself? ¢) reply only to cards received? t

b When you are introduced to people, do you b Do you think small talk is t:
remember a) enjoyable? |

a) their name? b) a waste of time? |

b) their face? c) difficult to do well? ?

c) their clothes? r’

|

22
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Do you prefer b Do you like to have conversations

a) with people who share your interests?
b) with almost anyone?
c) with people who are your social equals?

a) not to socialise with colleagues?
b) to socialise often with colleagues?
c) to socialise with colleagues only if you

have to?
\LIELTIETSY] @) The verbs below are often used with the word relations.
Describing Use them to complete the table.
relations :
breakoff buitdup- cement foster cutoff develop disrupt
encourage  establish  endanger improve jeopardise  maintain
strengthen promote restore resume damage sour undermine

Positive meaning | Negative meaning

build up relations break off relations

Q Choose the correct verb in each sentence.

1 Sales staff who are impolite to customers disrupt [ damage the reputation
of a company.

2 We are planning to promote [ establish branch offices in Singapore.

3 By merging with a US company, we greatly strengthened | maintained our
sales force.

4 Ourimage has been fostered | undermined by poor after-sales service.

5 Thanks to a new communications system, we are souring | improving
relations with suppliers.

6 A strike at our factory resumed / disrupted production for several weeks.

7 We could not agree on several points so we broke off | cut off talks
regarding a joint venture.

8 The success of our new product launch was resumed / jeopardised by an
unimaginative advertising campaign.

9 In order to gain market share in China, we are building up [ cutting off a
sales netwaork there.

10 Relations between the two countries have been endangered | fostered by
official visits and trade delegations.

G Match the following sentence halves. Then make five more sentences with
the verbs in Exercise A and B.

1 Widespread rumours of a hostile
take-over bid are certain

a) are a credit to its highly effective PR
Department.

2 The Accounts Department’s very
slow payment of invoices

3 The long-term contracts, which
will run for the next five years,

4 The excellent relations the
company enjoys with the local
community

5 As aresult of the government’s
imposition of currency controls,

b) have cemented relations between
the two companies.

¢) its close relations with several
major foreign investors have been
jeopardised.

d) is causing stormy relations with
some of the company’s suppliers.

e) to strain relations between the two

leading French software companies.
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Relationships in
a global market

A Agnes Chen

Reading

AlG knows
everyone

O O 3.2 Listen to the first part of the interview with Agnes Chen, a Chinese
business executive, who travels frequently on overseas trips. Make notes on
the following points.

1 Doing business in South America
2 Doing business in China
3 The best way to build a business relationship

0 O 3.3 Listen to the second part of the interview and give an oral summary of
it using the following words and phrases.

clear objectives  beginning achieve and deliver trust

time to time promise deliver face-to-face contact
review open and sharing relationship

o What area of business do you think the company American International
Group (AIG) is involved in? Is it a) tobacco? b) insurance? ¢) oil?
d) packaging? Skim the article quickly to find the answer.

e What do the following numbers in the article refer to?
166 1992 1919 80,000 130

Q Who are the following people mentioned in the article: Maurice Greenberg,
Cornelius Vander Starr, Edmund Tse?

Q According to the article what are the main factors responsible for AlG’s
success in Asia?

G Read the article and answer these questions.
1 What objective does AlG have in China?
2 What does Mr Greenberg see as his role in the company?
3 Why is Asia important to AlG?

O Find three verbs in the article which combine with the noun relationships to
mean develop.

@ Find phrases (adjective and noun) in the article which mean the following.
1 unused possibilities (paragraph 3)
2 continuing in the same place for a great length of time (paragraph 5)

unlimited entry (paragraph 8)

representatives connected to a company (paragraph 10)

developing sales areas (paragraph 12)

important talks (paragraph 13)

most important countries (paragraph 13)

NN oW

0 Discuss these questions.
1 What can spoil relations between companies?

2 Aforeign company is opening a branch in your country. What factors should
it consider?

3 Inyour experience are certain nationalities better at building relationships
than others? If so, which ones?

4 How can you build good business relationships?

3 Vocabulary file page 173
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AlG knows everyone in Asia
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By Shawn Donnan et al

AIG, American International
Group, has grown from a small
Shanghai-based  underwriting
agency into the world’s largest
insurer by market value. It has a
capitalisation of $166bn, and is
firmly embedded in Asia’s corpo-
rate culture. Indeed, with roots
dating back more than half a cen-
tury, and the constant focus on
the region by Maurice Greenberg,
its Chairman, AIG has an unri-
valled scale of operations and a
wealth of political and business
connections.

For other US and European
insurers, the company is both a
benchmark and a powerful com-
petitor. ‘They know anyone who is
anyone in Asia.’

However, in order to continue
to prosper, AIG will have to suc-
ceed in China - probably the
insurance market with the
biggest untapped potential in the
world.

After 17 years of lobbying by
Mr Greenberg, AIG was the first
foreign insurer to be allowed into
China, in 1992. It now operates in
eight cities but admits making
only ‘a small profit’ in the coun-
try. Today, turning its pioneering
presence into a commercial suc-
cess is AIG’s biggest challenge.

In China as with the rest of
Asia, AIG’s main advantage over
its competitors is its long-stand-
ing presence. The group was
founded in Shanghai in 1919 by
Cornelius Vander Starr, a 27-year-
old American entrepreneur.

That historical accident, and
Mr Starr’s quest to expand to the
rest of Asia in the ensuing 10
years, are still benefiting the com-
pany. Over the past nine decades,
AIG built on those foundations
through endlessly pursuing close
relationships with Asia’s govern-
ments, regulators and powerful
businessmen.

Edmund Tse, who runs the
Asian operations and life assur-
ance worldwide, says AIG’s policy
is to build relationships with as
many influential people as possi-
ble. ‘If you want to do business,
you have to be friends with senior
leaders,” he says. ‘You need to be
friends with the head of state, the
minister of finance, the minister
of trade, the [central] bank gover-
nor and the insurance regulator.’

AIG believes its three decades
spent courting China will be

AR

iy

T

I B

ALk !

rewarded with unrestricted

access to its vast insurance mar-

ket. “The Chinese always remem-
70 ber good friends, says Mr Tse.

But if its ‘friendship’ with
China is not enough to tap the
country’s potential, AIG may lose
its main growth engine. And

75 without a strong Asia, AIG would
be a much weaker company.

AIG may be a company of 80,000
employees and 350,000 affiliated
agents in 130 countries but much

80 of its success is down to individ-
ual relationships.

Many of those relationships
have been forged by Maurice
Greenberg, the company’s chair-

85 man and chief executive.

Mr Greenberg says that playing
the long game has given AIG an
edge, particularly in terms of
investing in emerging markets.

9 He courted the Chinese for 17
years before being granted a
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licence in 1992.
Mr Greenberg knows quite a
few people. His style has always
95 been to discuss big issues — corpo-
rate, political and economic —
with anyone he meets. One ana-
lyst refers to AIG as a ‘sovereign
corporate nation’ as Mr Green-
100 berg insists on representing the
company in high-level discus-
sions. ‘If you're dealing with the
premier or president of a country,
he is not thrilled to have a deputy
come and see him. Even if a coun-
try is not one of the leading
nations in the world, that country
is important. It’s important to
him and it’s important to us.’
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| 3 Building relationships

Language review
Multi-word verbs

26

Mutti-word verbs are particularly common in spoken English. They are made
with a verb and particles such as at, away, down and off. Four types are:

1 Without an object

I'm going to be tied up in meetings all day.

2 With an object — separable

In the excitement of beating off the competition, managers become carried away.

In the excitement of beating the competition off, managers become carried away.

3 With an object — inseparable
I'll look into the matter immediately.

4 With two particles
Organisations are beginning to wake up to these lost opportunities.

3 page 131

Q Q 3.4 Two managers are talking about building relationships with agents.

Put the conversation in the correct order. Then listen and check your answers.

|:| a) Well, | hope you get a result. | must be going. I've got to draw up an
agency agreement myself, I’'ve put it off far too long already.

[ ] b) What exactly was the problem?

D ©) Yes. Our results were terrible. We tried to build up market share but it
just didn’t happen. We just managed to hold on to what we had.

|:| d) Unfortunately, our agent let us down. We thought we could count on
him to boost sales but he had no commitment, no motivation.

D e) He should be. He’s got a very good track record. We'd set up a meeting
on Friday, but he had to call it off — something came up.

@ f) How’s it going in France, Gina? We didn’t do too well there last year.
|:;‘ g) Well, | suppose you terminated his contract then.

|:| h) Good. Let’s hope he’ll be better than the last one.

|:| i) Allthe best. Speak to you soon.

|:| j) Yes, there was no way we could renew it. We sounded out a few
possible replacements and found someone else. We get on really well.

0 Underline all the multi-word verbs in the conversation in Exercise A. Then

match each one to a verb phrase with a similar meaning below.
1 have a friendly relationship

2 depend on / rely on 6 find out opinions / intentions
3 make bigger / stronger 7 disappoint
4 keep / maintain 8 arrange
5 postpone / delay 9 compile / write down
10 cancel

@ Rephrase these comments using the multi-word verbs from Exercise A.

1 We can’t hold the meeting tomorrow.
We’ll have to call the meeting off tomorrow.

Let’s have the presentation next week — we’re too busy at the moment.
We always know our suppliers will meet their deadlines.

We have now established a first class distribution network in Europe.
Could you please prepare a contract as soon as possible?

Could you fix a meeting with them for next week?

We’ve kept the same market share as we had last year.

8 The new sales manager is very popular with his team.

N o> W N



Networking {

Useful language ]

3 Building relationships ]

0 O 3.5 Networking is a vital part of establishing good business
relationships. Listen to four conversations at business conferences. For each
one decide whether the statements are true or false.

1 a) The first speaker introduces herself straightaway.
b) The second speaker doesn’t remember her until she introduces herself.

2 a) The second speaker knows that Henry Willis is in New York.
b) The second speaker offers to contact the New York office.

3 a) Both speakers know Jon Stuart.
b) The second speaker isn’t able to offer any help.

4 a) Both speakers have been doing business in Asia for some time.
b) In the end they establish an area of comman interest.

G O 3.6 Listen to the telephone conversation, then answer the questions.
1 What is the purpose of the call?
2 Does it have a successful outcome? Why? Why not?

O O 3.6 Now listen again and complete the extracts from the conversation.

1 . youdom't.................. MEe . iiiininennnnnn . Silvana
said it would probably be OK.

- I Y 1 S —— time toring orcould I callyou................... ata
better time?

3 Silvana.........cccoveee. that you mightbe ableto .................. me on

franchising contracts.

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

0 Work in pairs and role play these situations.

1 The owner of a department store visits Moscow to find a supplier of amber
jewellery. He/She phones a Russian contact recommended by a colleague.
The owner wantis to find out if the Russian is interested in doing business
with his/her company.

2 You are networking at a conference about sports goods. You are either
a Sales Manager, turn to page 146
or a Sports Goods Wholesaler, turn to page 155.

Asking for help / contacts

Mentioning people you know
Harry Kaufman suggested | gave you a call.
| was given your name by Jon Stuart.

Giving advice

| suggest you give her a call.

You could try to track him down through our
New York office.

Can | mention your name when I call him?

He mentioned that you might be able to help me.
You haven’t got his phone number by any chance?
[s this a convenient time or shall | call back later?

Referring to previous meetings
Haven’t we met somewhere before?
We both went to that presentation ...

Establishing common interests
Maybe we could help you out there.
Are you in sales or product development?




Background

Kimsoong, a Korean car manufacturer, has
its European headquarters near Paris. It has
retail sales franchises in most European
countries which not only sell cars and motor
accessories but also have servicing facilities.
The larger outlets also offer fast-fitting of
tyres and exhausts, and deal in used cars.

Over the last ten years Kimsoong, with its
reputation for reliability at low prices,

have built up market share at the lower end
of the market. Their basic models include
many ‘extras’ which other manufacturers
charge for. Kimsoong also makes large
donations to environmental groups and is
seen as an organisation with a social
conscience. Furthermore, its R&D
Department is developing an ‘eco-car’
which uses an alternative power source.




Problems

Intense competition is forcing Kimsoong to
consider new ways of generating business.
Management believe that if the company
looks after existing customers well, they may
buy three or four Kimsoong vehicles over a
ten-year period. Therefore, Kimsoong’s new
strategy is to hold on to existing customers
and increase customer loyalty. They also
hope to develop a more accurate buyer
profile (At present, data is from
questionnaires sent to customers following
sales but only 40% are returned). However,
because of pressure on profits, they need to
achieve these objectives at a low cost.

Kimsoong customer profile

3 Building relationships |

Solutions

A customer loyalty programme will be
developed by the Customer Services
Department at head office. It will be
available to all European franchises and
costs will be shared 50/50 with head office.
Its aims are:

to build up long-term customer
relationships, thereby increasing profits
to increase customer loyalty

to draw up an accurate buyer profile

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

-’
Under 30 48% | Male 52% | Student 8%
31-40 27% | Female 48% | Self-employed 15%
41-50 15% Employed 75%
Over 51 10% Retired 2%
1 Eating /drinking 5 Health/fitness 15% Higher income 2%
2 Sport 6 Reading Middle income  82%
3 Travel 7 The arts Lower income 16%
4 Environment 8 Politics
Alter-sales €a
(customer rating
Bought a competitor’s model  52% Excellent 4% 1 Economy
Dissatisfied with service 26% Very good 12% 2 Price -
Relocated 8% Good 17% 3 Reliability
No longer drive 5% Fair 61% 4 After-sales service
Don’t know 9% Poor 6% 5 Length of warranty
6 Performance
' 7 Comfort
- - —_— - — {
-’

Work in small groups. You work in Customer Services at head
office.

1 Think of five ideas to include in Kimsoong’s customer
loyalty programme. i

O 3.7 Listen to two directors of the company exchanging
ideas about how to foster customer loyalty. Make notes
on the five suggestions they make.

Consider your ideas and those of the directors. Choose the
best four ideas to include in the company’s programme.

Meet as one group. Discuss your ideas and decide on the
best four to include in the customer services programme.

2

Writing

Choose a company you are familiar with.
Write a sales letter to Roger Eastwood,
one of a group of priority customers.
Outline a special offer which you are
making to this priority customer group.
Make your letter appear as personalised
as possible.

:) Whiting file page 138

l2o
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‘ The only place where success comes
before work is in the dictionary. ,
Vidal Sassoon, hairstylist

T oAl 3 T

OVERVIEWY

Listening
A successful business

Discussion
Sole brothers

Reading
Steve Jobs

Language review
Present and past tenses

D Vocabulary

Prefixes
Skills
Negotiating

D Case study
Camden FC

\, WY NN » W N 7
m Q What makes people successful? Add more words to the list below. Then
choose the five most important.

charisma drive looks nepotism discipline
dedication imagination luck ruthlessness  money

G Talk about a person you know who is successful. Why are they successful?
3 Vocabulary file pages 171-173

@ What are the best indicators of an individual’s level of success? How
important are the following in your culture?
exotic holidays cosmetic surgery  designer clothes domestic help
chauffeur(s) expensive jewellery top-of-the-range car(s)
influential friends leisure activities pedigree pets luxury home(s)

0 Complete these statements using words from the box.

leader  customer brand  profit  headquarters
workforce subsidiaries  people  innovation  shares

A successful business....

a) is always making money and increasing its .......oveeeveeereenene .
b) is often the market ......cccueveeeereenennee .

¢) is moving forward and interested in ....cccovveveeeveerennene. .

d) has a motivated ......cc.ccevrveneee ]

e) has aloyal ...ocveuerecreennnne. base.

f) has a world-famous .....cceeeeevervencenee. and an instantly recognised logo.
8) ISSUES weveereeeceeerrereeeeens which are worth millions on the stock market.
h) has its euuevveereeeerecnnne. in a prestigious location.

i) has branchesand .........cccocueuunnen. all over the world.

j) treats its employees well and is ...veeeveveecvecnvinnne orientated.



A successful
business

market.

awn M W N

A Catherine Ng

Q O 4.2 Listen to the second part of the interview and answer the following

questions.

4 Success |

Q ﬂ 4.1 Catherine Ng established an electronic watch company with six
employees in 1979. The company now has over 500 employees. Listen to the
first part of the interview and say whether these statements are true or false.

1 The Swiss believed the quartz watch would lead to huge growth in the

1 What are the main factors of Catherine Ng’s success?
2 What advice does she give people looking for success?

Sole brothers i

¢ Name of founder
e Founding date
¢ Type of products

¢ Chief Executive Officer

0 Discuss what the companies have in common, and how they are different.

Sole Brothers
PUMA

In 1948 Rudolf Dassler left his brother's company
Adidas to set up his own shoe company, Puma.

After successes with its products on the football pitch
and athletics track, Puma became a limited
5 partnership.

It had further successes at the Olympic Games and
World Cups with players such as the famous Brazilian
footballer Pelé wearing Puma shoes.

In the 1970s it had success with tennis shoes and by

10 1981 many American football stars were using Puma

shoes. Later, the tennis stars Martina Navratilova and
Boris Becker won the Wimbledon Tournament wearing
Puma shoes.

In 1986 Puma became a corporation and went public

15 on the Munich and Frankfurt stock exchanges.

At that time, Puma introduced many innovations in
shoe design such as the “Trinomic’ and ‘disc system’
shoes.

Jochen Zeitz was appointed CEO in 1993 and a year

20 later Puma made a profit for the first time since going

public.
After more athletic successes, Puma established
Puma North America as a wholly owned subsidiary.

25

30

35

0 Work in pairs. One of you reads about Puma below; the other reads about
Adidas Saloman on page 155. Then use the points below to give an oral
summary of your text to your partner.

e Date of going public
® Sponsarship

* Diversification

¢ Expansion

In 1998 Puma linked sport and fashion when it
launched a collection with the fashion designer Jil
Sander. It also placed products in top Hollywood
movies.

In 2000, Puma launched www.puma.com. It was
successful in the first year of its operation. It also
continued to link fashion and clothing, cooperating with
many leading designers.

The company also launched clothing and footwear
for business travellers to wear on business trips.

Puma products are very popular. New models of their
shoes are snapped up by fashion-conscious people.
Their products are outsourced and distributed in more
than 80 countries. Puma are planning a world-wide roll-
out of their concept stores to expand their market.

Catherine Ng’s floor space increased by 1,400 sq ft by the end of the first year.
[n the short term she developed luxury goods.
Products with time modules became more valuable.
The company cut prices for all products.

They started making more clocks and fewer watches.
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Reading
Steve Jobs

2 Steve Jobs
3 Tim Berners-Lee

Q Before you read the article say what you know about the following:
1 Bill Gates

The Guardian profile: Steve Jobs

By Duncan Campbell

Jobs is a co-founder of Apple, the
man behind the astonishing success
of the computer animation firm
Pixar - of Toy Story and Finding
5 Nemo fame - a billionaire regarded
as a visionary in the industry.
Born to an Egyptian Arab father
and an American mother in Green
Bay, Wisconsin, 49 years ago,
10 Steven Paul was adopted soon
after his birth by Paul and Clara
Jobs, who lived in Mountain View
in Santa Clara, California.
After completing high school in
15 California, Jobs went north to
Reed College in Portland, Oregon,
but dropped out after one term.
Back in California, he became a
regular at the Homebrew
20 Computer Club, along with
another young man, five years his
senior, with his own visions of the
future: Steve Wozniak.
In 1976, when Jobs was 21, he
25 and Wozniak started their own
business, the Apple Computer
Company, in Jobs’ family garage.
With a mission to produce
affordable personal computers the
30 pair went to market with the Apple
I shortly afterwards. A local
company ordered 25 of the
prototype and the pair were on
their way. The almost instant
35 sucecess of Apple I and its sister
Apple II launched them. By the
age of 25 Jobs was worth $165m.
Apple was the first landmark in
Jobs’ career but by 1985 he was on
40 his way out after John Sculley, who
had joined the company from
Pepsi-Cola, decided it was time to

drop the pilot. Four years later
Jobs returned with another
45 computer company, NextStep,
which never achieved the suceess
of Apple but reminded people that
he was far from finished.
What was later hailed as Jobs’
50 second coming started with his
involvement in Pixar, the
animation company he bought from
the Star Wars director, George
Lucas, and renamed. The hit movie
55 Toy Story instantly established it
as one of the key players in
Hollywood, a success only added to
with the release of Finding Nemo.
Pixar made Jobs a billionaire.
60 His triumph there also reminded
people of his ability to predict the
technological future. Apple asked
him to return. He came back in
1997 and within a year the ailing
65 company was once more making
handsome profits.
His latest venture may turn out
to be the most influential. Since the
emergence of high-speed Internet

(® Answer the following questions.

1 Why were the following
dates important?

a) 1976 b) 1985 €) 1997
2 What was Steve Jobs’ first success?
3 What made him:

a) a millionaire? b) a billionaire?
4 Why did he leave Apple?

70 the music industry has complained
that it is being brought to its knees
by the pirates of downloading. The
dream of hundreds of companies
has been a way to harness the

75 desire for musie on the Internet
and turn it into profit. Jobs
believes that iTunes is the answer.

But then Jobs does not believe in
underselling his companies. ‘This
go will go down in history as the
turning point for the music
industry,” he told Fortune
magazine at the launch of iTunes in
the US.

g5 Journalists who have followed
Jobs’ career have also seen another
side of his personality when he has
walked out of interviews, irritated
at the line of questioning and

90 refusing intrusions into his
personal life. He is not known for
his patience.

‘We can’t have a heroic figure
without a fatal flaw,” was the

95 assessment of David Plotnikoff,
writing a profile earlier this year in
local paper. ‘Jobs exudes
arrogance of a certain blastfurnace
intensity that people find hard to

100 overlook ... With Jobs, it was never
enough to say “We're right on this
and they’re wrong”. No, it was
always “We're right on this and
they’re idiots”.

But Plotnikoff added: ‘“There is
simply no way the Mac could have
been born without that supreme
confidence.” If there has been a
theme to Jobs’ success it has been
110 his genius, as it were, for finding

other geniuses and promoting their
brilliance.

105

From the Guardian

Why did he come back?

6 How long did it take to turn Apple
round?

Vi

7 Why does Jobs think his latest

venture will be a turning point for
the music industry?

8 Why do you think Steve Jobs is
successful?
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Language review

Present and past
tenses

| Complete the rules with the words present simple, present continuous, present
perfect or past simple.
I8 WeluSeliiTe i s e S R o to describe actions and

| situations which are generally true: We sell our products into many markets.

20 VYT TSR sy, o i . to describe completed actions
or events which took place at a particular time or over a period of time in
the past: She telephoned me yesterday; He became Chief Executive in 2005.

3 We Uuse the .o, to describe current or
temporary situations: Petrol is geiting more expensive by the week; She's working
in Poland on a fixed-term contract.

4 Wertise e . o oo oo e e s e e to describe life experiences,
present results of past actions or announce news: The company has done well

recently.
3 page 131}

Q Discuss these questions about the article on page 32.
1 In paragraphs three, four and seven which tense is mainly used and why?

2 Find examples of the present perfect in paragraphs eight and ten and say
why it is used.

3 In paragraphs one, nine and eleven find one example of the present simple
and say why it is used.

Q Research Steve Jobs on the Internet and write a final paragraph saying what
he is doing now.

G Write an article on TOYS“”US® for a business magazine. Use the notes
below, putting the verbs in brackets into appropriate tenses.

THE COMPANY RECENT EVENTS |
One of world's largest toy retailers Copen) Times Lquare flagship store New York L
(sell) wmerchandise through wore than 1,500 200l
stores recently Closed number one US position to
68% toy stores in UK, 60T international toy Wal-Mart
stores, and 216 BABIES"S"UL ® stores significantly Cexpand) video merchandising in
U< stores
HOW THE COMPANY <TARTED Cevolve) into a Il billion dollar business
1948 Charles Lazarus (begin) business for 1
2 children only WHAT IT I DOING NOW
S (set upd first baby furniture store (try) to reqain number one position from Wal-
Washington DC Mart
gl 1907 Lazarus Copend first toy supermarket now C(foams) on BABIELS"US ©
1978 TOY<S"S"'Uu< @ (become) public Company (work) hard to be aumber one baby product

specialist store chain in world

L
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Vocabulary Q The following words formed with a prefix are from the article on page 32:
Prefixes co-founder, renamed, underselling. Match the common prefixes from the box

with the correct meaning below.

overproduce misinterpret out-vote  co-founder  renamed
ultra-sophisticated ex-president deactivate  underselling

too much

better / more than
badly

extremely

former

opposite

with

too little

again

O 0N O W N e

Underline the odd one out in each group.

1 under perform / rate / charge / profit

2 co producer / worker / boss / author

3 re launch / engineer / locate / decide

4 over spend / estimate / supply / lose

5 mis manage / judge / calculate / look

6 out perform / bid / class / win

7 ultra efficient / cautious / modern / big

8 ex boss / director / employee / staff

9 de merge / nationalise / regulate / grow

Complete the sentences with the correct word from Exercise B.
1 Several sales staff .Lmdﬁ(iﬁﬁ.fjat".m&d last year and didn’t meet their targets.

2 Smith and Turner were the tWo ...c.cccccviviiinniirenens of the report.

3 We Will cereerreerceeceevciiee our product as soon as we have finished the
modifications.

L4 WE oieeereereveeceeeenens the number of people who would buy our product in
Asia.

5 Because the company has been .....cccevevercerienncnne for years we are close to
bankruptcy.

6 They had to cccccvvriviiinieiiiannnne their rivals to take over the company.

7 OUr o, factory has state-of-the-art machinery.

8 MY eiievereenae e was impossible to work with so 1 left the company.

9 Many state companies in Eastern Europe are being ......c...cccuveiiseennn. .

3 Vocabulary file pages 171-173




4 Success |

@) Three key skills in negotiating are:

1 signalling (drawing attention to what you’re about to say)
2 checking understanding
3 summarising.

Study the examples of each in the Useful language box.

Negotiating

- Useful language ]
iy £
Signalling Checking understanding  Summarising
I'd like to make a Sorry, could you repeat Can we just summarise
: suggestion. | think we that? the points we’ve agreed
SRk should leave this point Are you saying you don’t so far?
' and come back to it later.  have that quantity in 0K, so we're agreed. You'll
L | want to ask a question. stock? pay for delivery and get
How are we goingto pay  So what you’re saying is everything to us by the
for this? you will ... end of June.

e Now read the negotiation between the Commercial Director of a car
manufacturer and the General Manager of a business equipment firm.
Underline any examples of signalling, checking understanding or
summarising.

Director We’re willing to give you a 12% discount on our list price if you buy
over 30 vehicles — that’s OK. It’ll mean you’ll be paying just under
£14,400 for each vehicle. But that’s providing you don’t have any
special requirements which cost us more money.

Manager  Special requirements? What do you mean exactly?

Director Oh, I don’t know, if you want the interior of the car to be changed,
for example. The price we've agreed is for our standard model. Or
if you wanted a modification which costs money, more storage
compartments, for example.

Manager  Right. It’s true, some of our top sales staff can be fussy. | don’t
know though, we'd still like a 12% discount, given the size of our
order.

Director Mmm, OK, let me make a suggestion. We give you 12% but if
someone wants extras or a modification, we'll offer you a 10%
discount on that car. That’s fair enough, isn’t it?

Manager  OK, so you’re saying you will modify the car if we ask you to?

Director Exactly.

Manager  Right then, let’s see what we’ve got. The price will be £14,400,
providing there are no extras or modifications to the interior.

You'll make small changes if we ask you to, but reduce the
discount by 2%.

Director That’s it. OK. Let’s talk abaut delivery now.

G 0 4.3 Listen to some expressions, which were used later in the same
negotiation. Which ones are not examples of signalling, checking
understanding or summarising?

0 Role play the following situation.
An Italian shoe manufacturer has produced a new range of women’s leather boots.
A German retailer is considering placing an order for 250 pairs of each design. The
Sales Manager and Chief Buyer negotiate the contract.

Sales Manager turn to page 149. Chief Buyer turn to page 147.
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Background

Camden Football Club is one of the great
success stories in English football. Today, it
is third in the Premier Division (the top
division) and has reached the quarter finals
of the European Champions League
competition. The club gets huge crowds at
its ground and its Polish manager, Cristos
Sroda, is idolised by fans. Camden is also a
great commercial success and is very
profitable.

What has brought about its success? Firstly,
the manager Cristos had a clear strategy for
the team from the start. He developed
young players who had come through the
club’s youth training scheme. The team was
also strengthened by one or two carefully
chosen forcign players.

”

O 4.4 Listen to an interview on Sporisline,
a weekly television programme focussing on
football. The presenter of the programme
talks to a football manager about Camden
Football Club. Take notes of the key points.
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Current situation

Camden’s current four-year sponsorship deal Q 4.5 Listen to the excerpt from the radio
with an insurance company is about to finish. programme Sporting World. How does it
Sophie Legrange is considering a new and affect the result of your negotiation?

better deal with United Media plc, the powerful
publishing, TV production and mobile phone
group. Itis not only the increased money from
sponsorship which appeals to Camden,
however. United Media’s broad
range of business activities
would offer many other
opportunities to increase
revenue.

United Media is interested in
Camden because the club’s
success has brought it over 4m
fans in the UK and 40m in the
Far East. Camden played a
friendly match recently in China
which was watched live by a
Chinese audience of over 250m.

Representatives of Camden and
United Media are meeting shortly to
discuss a possible sponsorship deal.

Writing

You are members of the negotiating team of eit@ 1 If the negotiation was successful, write a press

Camden FC (turn to page 147) or release from the point of view of either

United Media plc (turn to page 154). Camden FC or United Media outlining the

1 Read your role card and prepare for the main points of the agreement and the benefits
negotiation. Work out your objectives, priorities, to the organisation you represent. The tone
strategy and tactics. Think carefully about what and s[y]e of the message should express
concessions you are willing to make. An agenda pleasure and optimism.
has been prepared in advance of the meeting.

2 Do the negotiation. or

\_ 2 If the negotiation was unsuccessful, write a

letter to your opposite number in the
negotiation expressing your regret that you
were unable to make a deal. However, you
should indicate that you might be willing to
reopen negotiations in the future as clearly
there could be areas of mutual benefit.

3 Writing file pages 138 and 141
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m Q Which of the following would motivate you to work harder? Choose your top

five and rank them in order of priority. Explain your priorities.

bonus more responsibility working for a successful company
bigger salary threat of redundancy a better working environment
commission hard-working boss promotion opportunities

praise good colleagues perks or fringe benefits

(© Discuss these questions.

1 Arecent US survey showed children preferred parents to go out and earn
money rather than spend more time with them. What does this show, in
your opinion?

2 Would you prefer a male or female boss? Why?

3 For what reasons might you change jobs? How often would you expect to do
so in your lifetime? Is changing jobs often a sign of success in your culture?

3 Vocabulary file pages 171-173

* Turn to page 137 for the quiz ‘Are you in danger of burning out?’

\LLELTTIETYA @) Match the items which are similar in meaning.

Synonyms 1 bureaucracy a) assessment
and word 2 autonomy b) remuneration
building 3 burnout ¢) fringe benefits
4 pay d) severance package
5 appraisal e) independence
6 perks f) breakdown
7 golden handshake  g)red tape
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0 Complete the sentences with words or phrases from Exercise A.

1 Most people like to have control over their work and therefore put
.......................... near the top of their list of motivating factors.

2 Dealing with ..ccovveveveeeirennnee. is a very time-consuming, demotivating
problem which affects large businesses and organisations.

3 Overwork can lead to ....ceveeeveeieneennen. if not spotted early.

4 Many job satisfaction studies, perhaps surprisingly, have found that often
.......................... is not the most motivating factor.

5 Offering covcvvveeevrenrevenennen. rather than a salary increase can be a way of
retaining employees in traditionally high staff turnover industries.

6 He received a very generous ....ceeeeeeeeeeevennene when he left the company.

7 One way for managers to monitor and develop staff and loyalty is by using
.......................... interviews.

G Complete each sentence with the correct form of the word in bold. Sometimes
you will need to use a negative form.

1 satisfy

a) The survey showed that staff working flexible hours were more
.......................... with their jobs than those working fixed hours.

b) Low pay and poor working conditions create ............cooeeee...... warkers.

©) Small European companies are top of job ......vceceeuevevernnnne league tables.
2 motivate

a) What are the strongest .......ceeeeveeeenene. factors in people’s lives?

b) Workers become ......cccoeeveeerennene. if they work long hours for low pay.

€) What was Your ..eeceveeevrervirnnene. for becoming a salesperson?
3 frustrate

a) You could see the ....ueeeveeiecuennene building up in the workforce.

b) | find talking to him ........ceeevvvuerneenee. because he never listens.

€) [felt SO vreeeeerirreerrennene with their attitude that | decided to resign.

1 What do you find satisfying and frustrating about your work or studies?
2 Who or what inspires you at work?

ob
satisfactlion 3 How true do you think the following statements are?

a) There is no such thing as company loyalty these days.
b) True fulfilment can only come with a job you love.
¢) You should work to live not live to wark.

Helen Tucker is Human Resources Director at Procter and Gamble. Each year,
the company conducts a survey throughout their organisation to find out how
satisfied their staff are in their jobs. Write down five questions that you think
will appear in the survey.

Staff satisfaction

survey

Q O 5.1 Listen to the first part of the interview. Which of your questions does
Helen Tucker mention?

A Helen Tucker

ER
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O O 5.1 Listen to the first part again. Note down all questions in the survey.
Compare your answers with other members of your group.

Q O 5.2 Listen to the second part of the interview and answer these
questions.

1 What three ways have job priorities changed in recent years?
2 What examples does Helen Tucker give of flexible working programmes?

3 Apart from flexible working conditions, what other factors might persuade
people to join Procter and Gamble?

4 Why did Procter and Gamble introduce a car share scheme?

Reading Q What kind of perks would you like to have when joining a new company?
Perks that work

Q In which lines are these ideas mentioned?

money is a less important motivator than a caring company

giving employees more choice how they organise their time away from work
the disadvantages of offering perks

creating an atmosphere and culture which employees feel they belong to
examples of up-market perks offered by technology companies

the increased benefits being offered to employees

ANV b~ W N R

G Look in the article to complete these word partnerships.
For example: personal problems

1 personal Pmb’@mﬁ 5 COMMON vevererrreneinrnane
2 financial ....ccccvvevveennenne 6 soCial ccccervrreerinennns

3 tOP eriiiverenee 7 corporate ..aeeinininnnnns
4 general .oveeeviveeeenneeen, 8 employee..........ceeuuuee.

0 Complete these sentences with word partnerships from Exercise C.

1 He has resigned after having a lot of «..cveeevveieeeis eveeeeieeenen this year.

2 Building up eeevveeieenernnnes vervverreerenreene. is important with unemployment at a
record low.

3 OUTM evriirieecieees e, is in charge of running the company and for
making joint strategic decisions with the CEO.

4 The new CEO transformed the bureaucratic .......ocoeveeveene vevevereereeveennns to

profit-minded entrepreneurship.
5 Companies who pollute the environment are ignoring their ethical and

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

6 ThE oo ceeeeits e ceeeenn should get the biggest bonuses.

7 Weneed to use logicand .....ocoecvviiiies wrvevnviieenennnnen not our emotions to
make this decision.

(3 Discuss these statements.
1 Companies should be fully involved in the lives of their employees.
2 ‘Sick days’ are a perk.
3 Apayriseis better than a job in a caring company.
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Perks
that
work

By Robert Burke

Keeping people happy is an
increasingly tough trick. With
unemployment at record lows,
‘companies are trying just about
anything’ to retain employees,
says Jay Doherty of the New
York-based human-resources
consulting firm William M.
Mercer Inc. Not only are
employees being pampered,
they’re getting more money,
better benefits and help with
personal problems such as child
care and financial planning.
Bosses once shunned such
intervention. Retention ‘is no
longer a human resource issue,
it’s a business issue,” Doherty
says.

Because technology companies
face the tightest labor markets,
they have been the most
aggressive in devising ways to
keep workers. Herndon-based
Net2000 Communications, for
example, puts top performers
behind the wheel of luxury cars
like a BMW 323i or Z3.
MicroStrategy, a Vienna-based
data miner, goes a step further
and has hosted all of its
employees on Caribbean cruises.

Such perks are great for the
employee, but do they make
sense for the company? Maybe.
Doherty says all companies -
including technology firms -
‘have to be careful they don’t
create a business model that’s not
profitable.” Don’t throw money at
workers who want to leave
because pay raises don’t always
work. Perks and benefits can be
effective, but they have to be
custom-fit to the company and
the business sector. Don’t add
new perks just because they seem

5 Job satisfaction |
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like hot trends, he says. “Too
often there’s a desperation
sommetimes to just try anything,
and it’s very expensive.’
MicroStrategy, which reported
lower earnings earlier this year,
has been rethinking its cruises,
for example.

Yet companies still face labor
crunches that can really hurt.
How do you keep workers? Start
by making them feel they’re part
of a special place with a unique
culture. “We want to hire pcople
that are totally aligned with our
values,” says Tim Huval, general
manager for South Dakota-based
Gateway’s 2,200-employee call
center and manufacturing facility
in Hampton. ‘Honesty, efficiency,
aggressiveness, respect,
teamwork, caring, common sense
and fun. Those are values that we
live by.” Richmond-based Xpcrts
also lives by the value system.
Foundcr and CEO William Tyler
pushes pairing quality of life with
a sense of social responsibility.

Workers can designate which
non-profit groups Xperts
contributes to, for example. A
strong culture makes it hard for
people to leave, Tyler says. ‘They
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don’t have an urge to leave
because they’ve found a home.
They’re happy.’

Notice this corporate culture
stuff doesn’t say much about
shareholders or profit. It’s a
decidedly employee-centric
approach. ‘If you ask any of
them, they’re all going to say,
“Pay me more money.” But that’s
not the truth,” Tyler says. ‘What
people are looking for is, “A
place that’s looking out for me.”

What that means is helping
employees cope with problems
they face outside the office. ‘That
is where companies can build
employee loyalty,” says Barbara
Bailey of William M. Mercer’s
Richmond office. One popular
tool is revamping leave policies
to create ‘flexible leave banks’
that put all employee leave into a
single category. Employees take
time off when they need it and
don’t have to call it a sick day or
vacation. ‘Work-life issues are
huge,’” Bailey says. ‘You make
them feel as though they’re not
interested in looking elsewhere,
because they’re very happy with
their life.’

From Virginia Business Online

la
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Language review
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* We use the passive when we are not interested in who performs an
action or it is not necessary to know: The product has been withdrawn.

e We often use it to describe processes and procedures because we are
more interested in the process itself than who carries it out: In the final
stage of manufacture, the pills are packaged and wrapped.

* We use the passive to write in a more formal style because it is less
personal than the active. It is often used in reports, minutes and business
correspondence: It was agreed that the budget would be reviewed at the next

board meeting.
3 page 132

Passives

o Match the news extracts a)-h) to the verb forms 1-8.

Present simple a) The report says supervisors should be trained to manage

Past simple tElecommuters and should define the hours and tasks expected of
them.

PSRBT = b) Those least happy with their work/life balance were the ones who felt

Past perfect they had been forced to choose between work and home.

Present continuous ¢) Campaigners for paternity leave say it is particularly needed in the UK

Future simple where men work the longest hours in the EU.

d) Half-term is being seen as an increasingly attractive break by working

g parents in their late 30s and early 40s.

Passive infinitives e) A survey of workers in 13 industrialised countries found the desire for a
decent work/life balance was rated more highly than a good salary.

f) It used to be argued that women had not achieved pay equality
because discrimination kept them in more junior jobs.

g) Efforts to encourage more women to return to work after having
children will be hampered if employers force staff to stick to rigid hours
and limit their time off.

h) Some smaller businesses have been founded on the principle that
work/life balance makes commercial success.

Modal verbs with passives

Q Complete the extract below with passive forms of the verbs in brackets.

SEVETAl SUIVEYS weoueieireierreer crveereervieeernens crrvosveossossenonns * (conduct) recently
concerning the relationship between work and play. According to
psychologists, activities are more liKely to .....coeeveevcee cevvviviniineenne. 2
(perceive) as play - and therefore attractive — rather than work — and therefore
unattractive —ifthey ..coeeeeeeieecer v, 3 (enter) into voluntarily. In one
experiment, for example, vOlUNEerS ....ccccevcceees cvvvvirrinisnenne, 4 (give) a
problem-solving game to perform: SOmMe .....covvevevees evvreereeeeneenen. 5 (pay) to
perform the game and some were not. Those Who ....cvvvveeeriiner vevereveveenanns e

(pay) spent less free time performing than those for whom the only motivation
was the pleasure of the game. Thus, motivation to play springs from within
and the readiness to perform activities ....oevovvvevnes veveveerinsieinne. 7 (reduce) by
external rewards.

G Read the notes for four sections of a report on a proposed Employee
Incentive Scheme. Then write sentences, using the passive, to include in the
report. For example, Questionnaires were distributed to all departments.
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* Distribute questionnaives. all
dep‘f's.

* Interview wanagevs
* Canvass sample of workers

PRESENT PROBLEMS

5 job satisfac;i_on_J

MEASURES To IMPR.OVE JoB
SATISFACTION SINCE MARCH

* Consult staff properly
+* Carvy out research mto flexitime

INCENTIVE RECOMMENDATIONS

* Intvoduce new scheme from | Nov

* Not consult staff

* Not allow

Handling difficult
situations

Useful language ]

Saying ‘no’ politely

It’s very kind / nice of you,
but ...

I'm very sorry, but ...

* Adopt system of team bonuses

* Carvy out further research nto
shave option scheme

£lexitime

Q For each of the situations 1-8 choose an appropriate response a)-h).
Someone asks about a colleague
who’s been fired.

You are invited out to dinner when
you don’t really want to go.

A colleague tells you some very
bad news about themselves.

You arrive late for a meeting.

You recognise someone but you
can’t recall their name.

You want to end a conversation at
a business reception.

You want someone to stop
smoking in a no-smoking area.

You spill coffee over a client’s desk
at a meeting.

a) ‘Excuse me. I'm afraid smoking
isn’t allowed here.’

b) ‘’'m sorry but there’s someone
over there that | have to talk to.’

¢) ‘How clumsy of me. I'm really
sorry.’

d) ‘I'm terribly sorry to hear that.’

e) ‘I'm so sorry. The trafficwas a
nightmare.’

‘I know we’ve met before but I'm
afraid | can’t remember the name.’

g) ‘That’s really kind of you but I'm
exhausted after the flight.’

h) ‘I'm afraid he left the company last
month.’

f)

G 05.3 Listen to these four conversations. In each case, match what the
second speaker says to one of these headings.
 saying ‘no’ politely
¢ apologising

« showing sympathy
¢ ending a conversation

G O5.3 Listen again. Add one expression from each conversation under an
appropriate heading in the Useful language box.

0 Discuss what you would do and say in these difficult situations.
1 Your colleague applied for a promotion but didn’t get it.

2 You invite a client for a meal and they ask if they can bring a friend. You see
this as a business rather than a social occasion.

3 You're staying at a hotel that your host is paying for. It is not very
comfortable and you would like to move.

Apologising
I must apologise ...
I’'m terribly sorry, but ...

Ending a conversation
Sorry, [ really must be off ...
Please excuse me, | really
have to leave ...

Raising a problem

Could I have a quick
word with you?

[ need to talk to you

Showing sympathy about samething.

| quite understand ...

I know how you feel ...
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Office attraction

Background

Karl Jansen, Managing
Director at London-based
Crawford plc, has always
believed that employees
perform better in a relaxed
working atmosphere. The
staff rule book is slim and
he’d like to keep it that way.
However, recent events have
made him wonder whether
the company culture has
become a little too casual. It
could be because staff are
working later at night and at
weekends, or because fierce
competition is causing more
stress. Whatever the reason,
close relationships between
colleagues are definitely
becoming more common.
Look at Karl’s e-mail to Jenny
Cunningham, Human
Resources Director.

T

-l u Jenny Cunningham

L

From... || Karl Jéh*sén"

Subject | Policy on office relationships
—_——

Date | 30June

L

I’'m extremely concerned about the growing number
of close relationships between staff. This is having a
very bad effect on both performance and morale.

As you know, there have been three cases recently
where employees have developed personal
relationships which seriously affected both their own
performance and their colleagues’. Furthermore, I've
heard this morning that one of the individuals
concerned is threatening the company with legal
action.

As a result, I'd like the Human Resources Department
to review in detail each of the three cases and advise
how to proceed. These are:

1 The appointment of Tania Jordan

2 The re-assignment of John Goodman

3 Complaints against Derek Hartman



The details
1 Appointment of Tania Jordan

A few months ago, Karl and two other
directors, Marcus Ball and Julia Kovacs,
appointed a new manager. There were
three excellent candidates. Finally,
Tania Jordan was selected — mainly
because Marcus had argued strongly in
her favour. Karl discovered later that
she and Marcus had started living
together. When Karl told him he
should have withdrawn from the
selection process, Marcus said angrily,
‘Listen, I didn’t know her so well at the
time. In any case, it’s my private life.
supported Tania because she was the
best person for the job.’

_ 5 Job satisfaction |

Specific questions
Later on in his e-mail, Karl asked Jenny and her
team to consider the following questions.

Did we make the right decisions concerning Marcus Ball
and John Goodman? What further action, if any, should we
take in each case?

If the accusation against Derek Hartman is true, what action
should we take?

Should the company have a written policy on close
relationships at work? If so, what should be the main
guidelines for staff? What sanctions should there be for staff
who don’t follow the guidelines?

How can we avoid someone gaining an unfair advantage
from having a close relationship with another member of
staff? Are there any specific examples of bad practice that
could be written into the policy document?

Karl discussed the matter with jenny.

They decided to take no turther action.

2 Re-assignment of John Goodman

A few weeks later, a problem arose in the
Finance Department. The Financial Director
and her ambitious deputy, John Goodman, had
formed a very close relationship. Unfortunately,
the relationship went sour and they had bitter
rows in public. Because of these problems,
serious mistakes were made in the annual report
and the morale of the whole department was
affected.

Karl and the other directors decided to move
John to another department. However, John’s
new position is less challenging with little
opportunity for promotion. He believes he’s
been very badly treated by the management and
is threatening to take his case to an industrial
tribunal.

3 Complaints against Derek Hartman

A week ago, a part-time employee in the
General Office, Claudia Northcott, e-mailed
Karl asking for a private meeting with him.
When they met, he found out that she was
representing all the part-time staff in the
department. According to her, the Office
Manager, Derek Hartinan, is showing
favouritisi towards one of his staff, Petra
Palmer, and this is upsetting everyone in the
office. Karl asked for more details.

05.4 Listen to an extract from their
conversation.

You are members of the Human Resources
Department at Crawford plc. Discuss the questions
in Karl’s e-mail and agree what action to take.

One of you should take the role of jenny and chair
the meeting.

Writing
As a member of the Human Resources
Department, write a set of guidelines on
relationships at work for discussion at the next
board mecting.

3 Writing file page 142

las
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Describing risk
Listening
Effective risk management

l:l Reading

Planning for the future
Language review
Adverbs of degree
Skills
Reaching agreement

Case study
Suprema Cars

m o Which item in each of the categories below carries the most and the least

risk? Explain why.

Travel Lifestyle Money Shopping
car drinking alcohol property on line
plane poor diet stocks and shares  mail order
train smoking savings account private sales
ship jogging cash auction

Q Are you a risk-taker? What risks have you taken?

O What risks do businesses face? Note down three types.

3 Vocabulary file page 173

0 O 6.1 Listen to Allan Smith, who is an expert in risk management.
Note down the risks he mentions.

Vocabulary o The verbs in the box are used to describe risk. Check their meanings and
Descrlbmg risk put them under the appropriate heading.

calculate  eliminate  encounter estimate -face-

foresee minimise  prioritise  reduce spread
Predict Meet Assess Manage
face

_46)



Listening

Effective risk
management

A Steve Fowler

6

Risk |

G Match these halves of sentences from newspaper extracts.

1 [nternet businesses ... a) risks involved when sending staff to
2 We can reduce risk ... work in dangerous locations.
3 Trying to minimise risk ... b) in order to advise insurance
4 Itisimpossible to ... .com[par:ju?s. ]
5 Itis difficult to foresee the | © [Nvolved insetting up a new
bl business.
e d) eliminate all risk when entering a
. " new market.
7 Ithelmportantto eoneltel -e) face increasing risks of running out
of money.
f) by spreading our lending to more
businesses.
g) is an impartant part of business
strategy.

G The following adjectives can be used with the word risk. Which describe
a high level of risk? Which describe a low level?

faint great huge minuscule
negligible remote serious significant
slight substantial terrible tremendous

Q In pairs, talk about the risks facing one of the following:
1 your company / institution
2 your city / town

3 your country.

o O 6.2 Listen to the first part of the interview with Steve Fowler, Chief
Executive of the Institute of Risk Management, London. What are the
four main types of risk? Give two examples of each type.

e O 6.3 Listen to the second part of the interview and note down the five
key steps to effective risk management.

G O 6.4 Listen to the final part of the interview. What three examples of
effective risk management does he mention? What negative example
does he mention?

0 In pairs, discuss the following.
1 Give some examples of companies that have handled risk well or badly.
2 Choose a company and say what risk it faces.
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Reading In today’s fast-changing world, how far ahead can companies realistically

Planning for plan for the future?

the futur
b Q The following risks are of concern to senior executives. Where do you think

they fit into the table below?

Changes in customer demand

Loss of productivity due to staff absence / staff turnover
Increased competition

The risks that concern senior executives

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

Percentage of

Losing key staff to competitors tespandanis
stating a
Changes in demographics _ significant risk I
[ 20 40 y 60 8o

G What types of risk are mentioned in the first three paragraphs?
Q Why are companies paying more attention to risk management?

G According to the article, which of the people listed below believes the
following?

Lord Levene Ken Davey Shivan Subramaniam Neil Irwin

1 Businesses face greater risks because they are trying to expand in many
different ways.

Businesses need to evaluate risks which can affect their profits.

Senior managers need to change their thinking in order to manage risk.
Many businesses concentrate too much on less important risks.
Businesses should check their exposure to risk often.

Businesses which have a well-thought-out approach to risk will increase
their profits.

AV W N

0 Match the follow word partnerships as they appear in the article.

1 business\a) hazards
recovery b) interruptions

2

3 decisive €) sources

4 potential d) operations
5 integrated e) plan

6 revenue f) strategies
7 near-normal g) action

@ Match the word partnerships to the most appropriate verb below. For
example: develop integrated strategies

take protect assess -develep- implement resume prepare for

Q Discussion.

1 Which types of risk do you think will @) become more significant in the next
50 years? b) become less significant in the next 50 years?

48]
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The dangers of not looking ahead

By Andrew Bolger

Risk management has undoubt-
edly moved up the corporate
agenda in recent years with fears
of war and terrorism being added

5 to the usual list of business
worries.

Shivan Subramaniam, the
Chairman and Chief Executive
of FM Global, a commercial

10 and industrial property insurer,
says: ‘Corporations are operating
in a turbulent world where
businesses are seeking growth
through  globalisation, out-

15 sourcing, consolidation, just-in-
time delivery and cross-border
supply, further increasing their
potential exposure to risk.’

‘Add regulatory, legal and labour

20 considerations, and you begin to
understand the complex nature of
business risk in the 21st century.
While acts of terrorism receive the
most coverage, it’'s the more

25 traditional events such as fires,
floods, explosions, power failures
or natural disasters that have the
biggest impact.’

FM Global believes the majority

30 of all loss can be prevented or
minimised and this should be the
first part of any disaster recovery
plan. It also argues that prevention
is better than cure and says there

35 is a lot companies can do to stop
such events from becoming a
disaster in the first place.

However, research shows that
more than one-third of the world’s

40 leading companies are not
sufficiently prepared to protect
their main revenue sources and
have room for improvement.

Ken Davey, a managing director

45 with FM Global, says: ‘To best
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protect cashflow, competitive
position and profit, companies
need to assess the potential
hazards that can impact top

revenue sources and make sure
there is business continuity
planning.’

Lord Levene, chairman of the
Lloyd’s insurance market, said
recently that companies must
be prepared for business
interruptions, which accounted for
25 per cent of the $40bn lost as a
result of the September 11
terrorist attacks. It was estimated
that 90 per cent of medium to large
companies that could not resume
near-normal operations within
five days of an emergency would
go out of business.

‘Looking ahead 10 years I firmly
believe that the most successful,
least crisis-prone businesses will
be those whose boards have shown
firm resolve and taken decisive
action, Lord Levene said.
‘Effective, integrated strategies for
dealing with tomorrow’s risks
require a change in culture at
board level now’

A new research report from
Marsh, the world’s biggest
insurance broker, found that half
of European companies did not
know how to manage the most
significant risks to their business.

Most of Europe’s senior
executives surveyed admitted
that they did not have procedures
in place to manage properly
operational and strategic risks,
which were responsible for most
company failures in the twenty-
first century.
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The survey found that the three
most significant risks, and those
that businesses felt least able to
manage, were;

+ Increased competition

- Adverse changes in customer

demand

» Reduced productivity because

of staff absenteeism and
turnover.

‘While business leaders are
aware that these risks are the most
threatening to their future
survival and growth they are
scratching their heads when it
comes to protecting their
businesses against them,’ says Neil
Irwin, European development
director of Marsh’s corporate
client practice. ‘Management
processes could easily help
companies identify and address
these risks. Instead, too many
companies take a low-level
approach to risk management
preferring to focus on easy-to-solve
risks, such as asset protection and
health and safety’

Mr Irwin says: ‘Risk is dynamic,
it changes with the environment.
Unless businesses accept this and
review risk regularly, they could
eventually find themselves in a
state of crisis, struggling to
survive rather than focused on
growth. Business leaders have an
obligation to their employees,
shareholders and other stakehold-
ers 1o properly protect themselves
against risk. Businesses that do
attempt to manage these risks will
boost their bottom lines.’

From the Financial Times

FINANCIAL TIMES

las
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Language review

Adverbs of
degree

e We can use adverbs to strengthen the meaning of adjectives:
International businesses believe they are not fully prepared to handle a growing
number of threats in an increasingly volatile global marketplace.

e We can also use them to soften the meaning:

The report was slightly critical.

3 page 132

o Which adverbs are the strongest and which are the weakest in the box
below?

abit entirely exceptionally extremely fairly
highly  increasingly  moderately quite  rather
reasonably  slightly somewhat totally very

0 Complete these dialogues with a suitable adverb.

1 ‘What were your results like last year?’

.......................... good. We increased profits by over 5%.’

2 ‘How was the launch of your new product?’

.......................... successful. We’ve been floaoded with orders ever since.’
3 ‘Do you really think we should try to enter that new market?

k[ R -t risky but on balance | think we should go ahead.’

4 ‘What did you think of the presentation?’
IEWAS creeenrereerrannsrerecnns useless. Most of the audience lost interest after five
minutes.’

5 ‘Are you confident about those sales projections?’
.......................... confident, although it’s going to be tough.’

G Write short dialogues using some of the phrases below.

fairly accurate deeply disappointed
incredibly well-prepared slightly damaged
absolutely awful totally unrealistic
severely criticised superbly presented
badly misjudged thoroughly enjoyed
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Q O 6.5 Following the brainstorming meeting in Unit 2 International
marketing (page 19), the team meets again to finalise plans for the launch
of the website. Listen to the authentic meeting and complete the table.

Reaching
agreement

Ideas | Approved | Comments
Yes/No

Online promotion
TV advertising
Sponsorship l |
Advertisements in journals

Using established contacts I ‘

Newspapers / magazines i
i

Q Match the expressions below from the meeting to the appropriate heading
in the Useful language box. (Some can be put under more than one
heading.) Use the Audio script on page 163 to check the context of each
expression.

1 ..I'mnot sureif | agree with that. 7 ...it’s very important that we use

2 ldon’t think we can ... the contacts ...

3 ..l would say it’s really risky ... 8 Could we combine the two maybe?
4 OK. 9 ljustthink...

5 Yes, | would agree with that. 10 ... | think we've all agreed ...

6 Yeah. | think that’s important ...

G Work in groups of three. Read the information below.
Then role play the meeting.

You are managers in a mobile phone company, Speakeasy Ltd.,
based in San Diego, California. The company wishes to send
two executives to set up a branch office overseas. However,
the location chosen is politically very unstable and there has
been some terrorist activity in the area recently. Hold a
meeting to decide:

a) whether to send the two executives to the area
b) if so, haw to reduce the risks to which they will be exposed.

Manager A turn to page 146.
Manager B turn to page 151.
Manager C turn to page 155,

Useful language ]

Asking for opinions Agreeing Adding a condition Emphasising

Does anybody have any [ think I'd agree with you | agree providing we can ... |keep going on about
strong feelings about ...? there ... We can do that if ... this, but ...

Giving opinions Disagreeing Making suggestions Summarising

Well, unfortunately, | think ~ Well hold on ... What about if we ...? So, we've agreed that ...

we’ll probably have to ...

s+



CASE STUD

Background

‘Our cars are for people who want
something different.’

This has been the slogan for over 50 years
of Suprema Cars, a manufacturer of a
classic English sports car. The car is mostly
handmadec in the company’s factory in
northern England. Suprema Cars produces
approximately 500 cars a year. About five
years ago, the company began to lose sales
and market share, and in the last two years,
it has made a loss.

Recently, there have been problems with
the labour force. The factory workers have
demanded higher wages and better
working conditions. They are also unhappy
because the management is insisting that
they increase production, but the workers
think this will have a bad effect on the
quality of the cars. In the last few months,

there has been an increase 1n the number of
Suprema cars that have broken down.

The company still has many loyal customers.
People buy Suprema sports cars because they
are handmade and have an image of quality
and craftsmanship. Customers love the car’s
classic design and excellent performance.
They are willing to pay the existing prices for
the cars, but it is not certain that the company
could increase prices significantly without
losing more customers.




A time for taking risks

Jack Dexter, Managing Director, and his
management team realise they must increase
profitability or go out of business. A
management consultant has advised them that
they have the following options:

1 Cut the prices of the cars and accept a lower
profit margin. Currently, the profit margin is
60%.

2 Cut production costs by installing automated
machinery. Modernise the factory. In recent
years, the roof of the factory has started to
leak and could become hazardous. Raise
prices by 20%.

3 Increase production substantially to
approximatcly 4,000 cars a year. Subcontract
some of the manufacture of the components
to a low cost foreign manufacturer.

Type of risk Option 1 | Option 2

Option3 | Option 4 | Option 5 | Option 6 | Option 7

~ 6 Risk |

4 Try to get additional finance from an outside

source then have a major launch of the cars
in the United States.

5 Set up a joint venture with an overseas car

manufacturer. An engine manufacturer in an
unstable country in South East Asia has
expressed interest in a joint venture to build
all the engines for Suprema Cars. If they do
this, Suprema would have to send out a team
of engineers to the country to supervise
production in the early stages.

6 Use the Suprema Cars brand name, and

design and launch a sporty, environmentally
friendly, dual fuel, small car.

7 Accept the approach of a major European

manufacturer who is interested in providing
finance and expertise to boost sales of
Suprema Cars in return for a substantial
stake in the company.

Reputation

Personal security

Country / political

Environmental

Design and construction

Financial

Morale of workforce

Legal I

l You are a member of Suprema Car’s management
1*1 team. Work in small groups.

i 1 l|dentify the types of risk in each option.
Use the table above to help you.

2 Evaluate the levels of risk according to the
following scale:
very high  high medium low risk-free

3 Discuss the options. Consider the advantages
and disadvantages of each one.

4 At this early stage, which option seems to be

the best? Meet with other groups to discuss
your ideas.

O 6.6 Now listen to a conversation between

Jack Dexter, Managing Director, and his

Finance Director, Anita Taylor.

1 Which option(s) is Jack Dexter definitely
not interested in?

2 Which option(s) is he quite interested in?

3 Which option(s) does he favour?

Do you agree with Jack? If not, give your
reasons.

Writing

As members of the Suprema Cars
management team, write a report for Jack
Dexter analysing the options you considered.

Make recommendations on what Suprema
Cars should do.

3 Writing file pages 144 and 145
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‘ Technology is the knack of so
arranging the world that we don’t
have to experience it. §

Max Frisch, (1911-1991)
Swiss architect, playwright and novelist

Discuss these questions.

1 What goods or services do you buy over the Internet? What do you prefer
not to buy?

What problems have you had buying on the Internet?
What kind of praducts or services are best sold on the Net?
Are there any things which could not or should not be sold on the Net?

What are the risks of e-commerce for a) the companies involved?
b) their customers?

i W N

O 7.1 Listen to the first part of the interview with Jeff Kimbell, Marketing
Director Europe, for Dell, and complete the sentences below.

1 Dellhas @ .veeeveeererreeiecies ceennreeesiieeennecennne with its customers.
2 They don't USe .cvvvevvererverieenne to sell their goods.
3 They offer cevvveevereevecennen. to customers to help customers make a

4 Customers can buy a SyStem ......cevervvnecinnene .

G O 7.2 Listen to the second part of the interview and give four reasons why
Dell has been successful doing business online.

o O 7.3 Listen to the final part of the interview and say if the following
statements are true or false.

1 People will be less worried about security.
2 People will still want to go to shops to touch and feel products.
3 Advances in technology will encourage people to shop online.

Q Do you agree with the statements in Exercise C above?



Vocabulary
Internet terms

7 e-commerce |

o We often use the words and phrases below to talk about e-commerce.
Check that you understand their meaning. Use a dictionary to help you.

browse  directories  hits  keyword locate  Net
online search  searchengines site surfers traffic

e Topsite is a service that helps companies improve their e-commerce
business. Use the words and phrases above to complete this promotional
page from its website.

@ e-commerce homepage

0

e ff P E =

Refresh  Home : AutoFill  Print Mait

@ Lve Home Page

»
dl m
g’ Has your company started doing business on the ]
B Y IR M By W iy e 7 !
a Have you spent thousands on a website, more money }
to register it with all the major ...........cc............ 2, but i
g you’re still getting little or N0 ..cvevveeereeennnn, 37 :
3 If the answer is ‘yes’, then you need Topsite. o
. The Topsite service places your ...........coau.......... 4 at the I
9 very top of the major search engine listings. So when h
5 peopledoa.....cccceeueeemnnnne. R oo P B £ |
associated with your business or product, your site 1
5 automatically receives many more ...........oc.coeu..... I |
§ What’s more, Topsite delivers targeted visitors. These "
e are NOt .oeevceiviee 8 who've already visited 35 '
I T 1 S e ° shopping sites, but people who’ve ,
E actually done a search for your business. u‘
o
5 Remember, we guarantee to achieve top rankings for
E your company on the most highly travelled search
§' engines, portals, and .......cccoccveenee.e. °, So when your
potential customers ..........ccccuueeee. " the Internet, we
make sure they can .......cccecvevnenn.... 2 your website.
———rmee— = D ey « >
o

G Discuss these questions.
1 Which search engines do you use?
2 What makes a website easy or difficult to use? Why?
3 What do you like about the sites you visit regularly?
4 How much time do you spend browsing on the Net?

5 How can businesses make sure their websites receive more hits than their
competitors?
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Reading

Internet
shopping

Q What’s the difference between a ‘bricks and mortar’ and an ‘online’ retailer?
Can you give an example of each?

Q What do you know about these companies: Amazon, eBay, Sears Roebuck?

Internet shopping — the sequel

By Neil Buckley

Pets.com; Webvan; Boo.com.
The road to the online
retailing future is littered
with the wrecks of
Internet start-ups once
seen as the pioneers of a
retailing revolution.

The shape of e-tail,
however, is very different
from what was predicted
a few years ago. Apart
from Amazon and eBay —
the web’s biggest forum
for buying and selling,
though it is an auction
house not a retailer —
most of the biggest online
retailers are not Internet
start-ups but traditional
shop or mail-order
groups. Retailers have
brought their investment
capacity and trusted
brand names to bear on
Internet shopping - thus
boosting public
confidence. Many have
integrated online sales
into a ‘multichannel’
strategy that may link a
website, shops and a mail-
order catalogue.

‘There was a time when
everybody said the
Internet was going to
steal purchases from
shops. But the opposite is
happening: multichannel
retailing is the reality
today,” says Darrell Rigby,
head of the global retail
practice at Bain & Co, the
management consultants.
‘Many classic bricks-and-
mortar retailers actually
started making money on
their online operations
long before Amazon did.’

A prime example of the
fusion of the online and
so-called ‘offline’ retail
worlds is Amazon itself.
The company has
expanded well beyond its
roots as a seller of books
and CDs, acting as an
online mall selling every-
thing from gourmet foods
to clothing. Evolving
from pure retailer to
‘retail platform’, it now
conducts its online
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commerce in partnership
with bricks-and-mortar
retailers such as Target,
Nordstrom, Borders and
Circuit City.

That blending of online
and offline is offering
consumers new ways to
shop. They may research
and order their purchase
online, but have it
delivered to a nearby
shop - a service offered by
retailers such as Sears
Roebuck and Circuit City
— s0 as to avoid delivery
charges and allow them
to see or try it on first.

Some of the biggest US
retailers are developing
integrated operations. JC
Penney, the century-old
department store chain,
saw its Internet sales
reach $600m last year. It
offers 200,000 items that
can be delivered to
customers’ homes or any
of its 1,020 shops.

Steve Riordan, a
consultant at AT Kear-
ney, says traditional
retailers that have not yet
embraced the online
world face heavy
investment and some
tough choices. Are they
going to run online
operations themselves or
outsource them? Do they
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use the same sourcing
model from the same
factories? Do they have

different distribution
centres?
While the US still leads

the way, it does not have a
monopoly on successful
Internet retailers. Tesco,
the British supermarket
chain, has the world’s
biggest online grocery
business. It has helped
Safeway, the third-largest
US supermarket chain,

set up its Internet
operations.
The biggest e-com-

merce site in Japan is
Rakuten, a home-grown
online shopping mall that
began life in 1997 with

125 just 18 shops. Today, it
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has more than 10,000 and
a share of the
e-commerce market three
times bigger than second-
ranking Yahoo Japan,
according to a report by
JP Morgan.

Some pure Internet
retailers are also con-
tinuing to 2row.
Yoox.com — which sells

end-of-season and
exclusive goods from
designers such as

Armani, Prada and Dolce
& Gabbana - has proved
that designer labels will
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sell online and that Euro-
pean e-tailers can succeed
internationally.

It chose to launch in
Europe first, close to the
designers whose goods it
sells. Yoox now sells in
seven languages to 25
countries in Europe,
North America and
Japan. Its stylish site —
which it calls an
‘e-concept store’ — enables
shoppers to ‘zoom’ in on
clothes and see them
from different angles, and
includes video and music.

Federico Marchetti, the
1talian former investment
banker who is Yoox’s
founder and chief
executive, says that any-
one selling online does
not just have to get the
technology and orders
right. They also have to
provide fun and enter-
tainment. ‘What we have
been trying to do with
Yoox is build a very nice
customer experience, he
says. ‘The online retailer
always has to be doing
something interesting
and different.

From the Financial Times

FINANCIAL TIMES
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G Match the summaries below to the first six paragraphs of the article.

a) People mistakenly thought that Internet sales would take sales away from
traditional stores.

b) A large number of Internet companies were unsuccessful.

©) Awell-known American retailer is getting an increasing amount of revenue
from online sales.

d) The largest online sellers are well-established businesses.

e) Consumers are taking advantage of the new partnerships by shopping online
but using traditional retailers to collect their goods.

f) Some well-known Internet companies have joined with established
companies to sell a wide range of products.

0 Now read the rest of the article and answer the questions below.
1 What issues should traditional retailers consider before going online?

2 What facts show that a) Tesco and b) Rakuten have been highly successful in
selling online?

3 According to Federico Marchetti, what do Internet businesses need to do to
be successful?

@ Match the following word partnerships.

1 distribution —_  a) labels 5 supermarket e) catalogue
2 online ‘ b) charge 6 shopping f) houses

3 designer | ¢) retailing 7 auction g) chains

4 delivery d) centre 8 mail-order h) mall

G Check your answers in the article. Complete the following sentences with one
of the word partnerships above.

1 Unless you collect the goods from the retail store, there is an additional

the world. Their sales of antiques and paintings are legendary.

3 Inthe US many people spend the whole day at their local .........coeerveevrrnnen.
because it is easy to park and you can buy everything there.

4 Some traditional businesses have found that they can make a lot of money

FTOM .. e e e ormoeds with a small investment in an easy-to-use website.

5 These days many ..c...ccccvveerennens sell not only food, but also services such
as insurance and banking.

6 Goods With ..ccceevveveeeriennen, command premium prices in the shops.

7 Fromour....ocnceienennne. just outside Paris we supply a network of

wholesalers across Europe.
8 Many people like the convenience of ordering goods from home using a

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

@ Discuss these statements.
1 All retailers will have to sell online.
2 There is no safe way of buying goods online.

3 Online businesses will never be able to guarantee delivery on time because
they rely on postal services.

4 Some products and services cannot be sold online.
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Language review
Conditionals

There are many different types of conditional sentence:

« First conditional: If we get that designer, we’ll have a winning team.

» Second conditional: If we relaunched our website, we’d get better results.

+ Third conditional: If we’d prepared properly, we wouldn’t have lost the contract.
o ‘Zero’ conditional: When markets crash, everyone suffers.

The following are also examples of conditional sentences:

o Lose that password and we’ll never be able to access that file again.

o Tell us what you need to get the job done and you’ll have it.

o Should you need any further information, please contact our helpline.

« Had the market conditions been better, the share offer would have been a success.
s Given time, our factory can meet all those orders. 3 page 133

o Match sentences 1-12 to the six headings below.

promise invitation / request speculating about the future
bargaining  reflecting onthe past  advice / warning / threat

1 They would’ve gone bust if they’d taken his advice.

2 If | were you, I'd redesign your website.

3 We'll deliver within 24 hours if you order online.

4 We'll be able to expand if they come up with the finance.

5 |f you reduced your price by 8%, we’d increase our order substantially.
6 Your money back if not 100% satisfied.

7 |fwe go online our overheads will fall.

8 If you would like to apply, call Human Resources on 020 7753 3420.

9 Ifyou order by the end of the month we can give you a discount.
10 | wouldn’t do that if | were you.

11 |f we'd had a better website, we'd have attracted more customers.

12 | would be grateful if you would advise your staff as soon as possible.

e Decide whether each of the situations below is a) likely or b) unlikely to
happen to you. Then, tell your partner what you will or would do.

1 you get a pay rise nextyear 4 you travel abroad next year
2 you win a lot of money 5 you have to give a presentation in English
3 your computer gets a virus 6 your company is taken over by a competitor

Discuss what went wrong in the following situation. Use the notes from the
job list extract below. For example, If they'd set up the site properly, they
wouldn’t have had so many complaints.

ClickShop.com is in the Internet shopping business. In order to save money
when it redesigned its website six months ago, it decided not to employ a
specialist design company. Instead, the work was done by some of its own
employees who had limited experience. Technical problems have now led to
customer complaints, which have impacted on sales.

- set site yp prop&rl«g - plan cur&{luﬂﬂg
- use an expert - mot try to eut cormners
- allocote a biag&r b“d3&+ - r&coa»nise Probﬁ&ms earlier

- listen to customer feedback - do more research

| 58
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o O 7.4 Roger Marris, Head of Business Development at Smarterwork, gives
Presentations a presentation to some customers. Listen to the first extract and answer
these questions.

1 What service does Smarterwork offer?

2 What do these figures refer to? a) 14 b) 60,000 ¢) go
3 Who are its two types of users?

e O 7.5 Listen to the second extract and complete the stages in the process.

e The client posts a project.
e Suppliers visit the site and make bids.

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

A Roger Marris s s

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

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

Smarterwork takes a commission.

e Q 7.4 Listen again to the first extract.
1 Which of the following does Roger do at the start of his presentation?

a) introduce himself c) tell a story
b) greet the audience d) ask a question
2 Complete what Roger says at the start of his presentation.
This morning, ................ *talk to you about Smarterwork. I'm going to
,,,,,,,,,,,,,,,, > an overview of Smarterwork, then ................3 you about
our two types of users and finally ................ 4how it all works. Feel free

to ask any questions you like as we go along.

0 07.5 Listen again to the second extract. Note down the language Roger
uses to introduce the stages in the process. For example, Firstly ...

G Match these expressions from the presentation to headings in the Useful
language box.

1 Canyou just raise your hands? 4 Right. The next thing I'd like to

2 The great thing about the dois...
[nternet is ... 5 Asyou can see, it outlines the

3 What that means is ... steps involved.
Useful language ]
Commenting Involving the audience Emphasising Referring to visuals
I think that’s interesting 0K, what is Smarterwork? I’d just like to highlight ... Let’s look at the chart.

because ... How many of you have I’d like to stress the Let me draw your
I think what this means is ... heard of ...? importance of ... attention to the table.
Changing subject

OK, ’ll move onto ...
Turning now to ...

o Prepare a three-minute presentation on a subject of your choice. For example,
a product or service, your organisation or institution, or a city you know well.

lso
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CASE STUDY

| 60

Background

KGV is a traditional high-street music
retailer. Based in Amsterdam, it has 12 stores
in the Netherlands, three of which are
megastores. Some years ago, it expanded
into the rest of Europe and now owns 65
stores — eight of these are megastores.

The company is at present going through a
difficult period. Over the last three years,
profits have steadily fallen, from €450
million to €290 million. The megastores’
sales have risen by 8%, accounting for 55%
of the company’s turnover, but the increased
revenue has been achieved only by heavy
expenditure on advertising and promotion.
Fierce competition, a narrow product range
and a lack of innovation are some of the
reasons for KGV’s poor performance. The
management are concerned, especially, that
they are not exploiting the opportunities
offered by selling through the Internet.

KGV CUSTOMER PROFILE
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Age group

over 50

Market study

A study by KGV’s Marketing Department
was recently carried out and it produced the
following findings:

I It is estimated that, in five years’ time,
70% of all music products will be bought
via the Internet.

2 Sixty-five percent of consumers under the
age of 30 prefer to do their shopping via
the Internet.

3 KGV’s customers would like stores to
provide a wider product range (see chart |).

4 Average spending per month in KGV’s
medium-sized stores is highest among the
41-60 age group (see chart 2).

5 Spending on music products by the over-
60 age group will increase significantly in
the next ten years in Europe.

6 The various age groups have clear
preferences as to the type of music they
enjoy and purchase (see chart 3).
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O 7.6 Listen to a conversation between
Michael Johnson, a director of KGV, and
Hanna Driessen, the recently appointed
Financial Director of the company. They are
discussing the company’s strategy before a
forthcoming management meeting about
KGV’s future. Make short notes on the
opinions they express.

-l-. L) \‘

.
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CHART 1: Preferences for additional products / services CHART 3: Preferences of consumers for music products
(% of respondents for each category)
- Key
Age18-40 Age 41+ S O/é‘fﬁ @ Classical
A ' ' £ 3 Dance music
spoken word (talking books) 4 44 ' O Jaz
! z
computer games ! 62 15 O Pop / Rock
holiday information 35 48 e 3% © soul/ Reggae
computer software 58 32
banking services 25 12 5% 4 18—25 years
concert tickets | 70 75

CHART 2: Average spending per month in a
medium-sized store

60 20%
40%

26—40 years
50

40 -

e

20%
30
41—60 years

20 27%

5%

10 [~

18-25 26~40 41-60 60+
Age

60+ years

A You are a member of KGV’s management. In small
groups, prepare and give a presentation for your .-
colleagues concerning KGV’s future strategy. Your ertlng
presentation should consider the following questions:

You are the Managing Director of KGV.

1 Should KGV keep some of their stores but sell at Write an e-mail to a director of the company
least 50% of their goods via the Internet? who was unable to attend the management
2 Should they close all their stores and offer a total meeting. In the e-mail, summarise the
online service? If so: discussion and decisions of the meeting and

a) what risks would be involved?
b) how would the costs of the business change? =04
¢) what organisational changes would the 3 Writing file page 139

company have to make?

3 Should KGV stay as it is, but follow Hanna’s advice:
a) outsource advertising and promotion.
b) introduce new products. If so, which ones? .
¢) consider targeting new segments of the market.

4 What are the consequences of the chosen strategy?
How can the problems be minimised?

B Meet as one group. One of you should lead the
meeting. Decide what KGV’s future strategy should
be and work out an action plan for the next year.

ask the director for his/her comments.




I\ Revision

1 Communication
Vocabulary 0 Read the sentences and supply the missing vowels for each word.

Our new managerisveryp _rs__s _v _. Everyone agrees to do what she wants us
to do.
2 The CEO made an _| _qu _ nt speech, in which every single sentence had an impact

on the audience.
3 They made an effort to keep their instructions s _cc _ nct so as not to confuse us.

4 Itis very rewarding when people in a meeting are r _sp _ns _v _and ask lots of
questions.

5 Our sales reps are good communicators, and they are all fl _ _nt in two foreign
languages.

6 He was arather h _s_t_ nt speaker, who kept searching for his words.

Q Complete the definitions with a suitable adjective from the box.

sensitive  coherent  extrovert focussed inhibited reserved articulate

1 If you do not easily show your feelings or express your opinions, you are ................. .
2 If you do not lose sight of the main message when you speak, you are ...........cccuu. .
3 If you express your ideas in a clear and structured way, you are ........ccceeeeurnn. and

If you are happy and lively in social situations, you are .......cecceevveenee. .
[fyouare .cooveeereeennen , you are embarrassed and find it difficult to behave naturally.

6 Ifyou are ...coceeeeeeveeennnn to other people’s needs or feelings, you care about them and
try not to cause offence.

v o

O Complete the sentences with the correct form of a word from the box.

clarify confuse digress engage explain interrupt listen ramble

1 The presenter oeceereene. a little to give the audience some background information.

2 Despite your explanations, I'm not sure | understand, so I hope you ........cceenveenens
your position soon.

3 Good communicators avaid complicated terminology and jargon so as not to
...................... their listeners.

4 Our discussion was ...ceeveeeereernene by several phone calls, so | soon lost the thread.

5 The best sales reps are those wha can .......ccceeeeeeee. with customers as well as with
colleagues.

6 Practical examples, illustrations and graphs can all be more useful than words when
you are trying to ...ceveeveeveneannnes something complex.

7 The speaker tended to .....ccvvveveenen. a lot, sa that many in the audience forgot what
the main topic was or stopped ....ccceeeeveerencene altogether.

m Read the e-mail opposite from your company’s HR manager. Then write a reply in

approximately 200 words.
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Collocations
and compounds

. _Unit A Revision

Hi,
It’s great you were able to come to the meeting yesterday.

I realise you are quite concerned about those communication
problems at your branch office.

It would be extremely useful if you could

e send us a summary of the current problems,

® and let us have your suggestions how they could be resolved.
Then we’ll be in a better position to help.

Many thanks,

Alex

2 International marketing

Q Choose the correct items from the box to complete the pairs of
synonyms below.

domestic increasing overseas saturate get a foothold in
expanding launch retreat from withdraw license
1 a growing market oG U1 oot So s market
2 tointroduce a product ) (N a product
3 international markets T e markets
4 to break into a market =10 ceveerrrereereeeenne a market
5 to pull out of a market il (0 JROO a market
e Add the appropriate items from the box to the nouns below to make
compounds.
brand leader segment consultancy price
strategy figures product targets
=== range
1 marketlng< ...................... S < desiEn

3sales < B B <:?Sr;ge

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

Complete this text with the best word from each group on page 64.

Founded in 1985, Unigate has today become the country’s leading company in the

personal and domestic care industry. Its products ...........o........ *from soap and
shampoo to disposable nappies and water purifying tablets. Three years ago, it
.................... ? Thalassa, a revolutionary deodorant ....................3 on aromatherapy

principles. Thalassa’s therapeutic qualities, together with its unusual range of
fragrances and its environment-friendly packaging, rapidly made it Unigate’s cash

.................... 4.In the last ....................5 year, Thalassa contributed 8.5 million euros to
the company' s annual sales .................... 8, accounting for 15% of its total

7
As deodorants constitute a considerable .................... & of the world hygiene product
market, Unigate would like to get @ .....cceuvueunenee. 9in overseas markets and make Thalassa
aglobal ..ccoveeveennene °, The wonder deodorant is currently .................... * as a health
product. It is .c.cceereenen.ee. 2 through chemists’ and select convenience stores and super-
markets, and its price is in the top .....c.ccveueee... 13, Media advertising is backed up by

.................... % contracts with well-known doctors, popular scientists, and film stars. The
key question for Unigate is now whether they need to reposition Thalassa, and if so, how.
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Multi-word verbs

64

a) inctude

a) launched
a) invented
a) flow

a) financial

a) expenditure
a) bonus

a) portion

a) competition
a) mark

11 a) positioned
12 a) handed out
13 a) class

14 a) publicity

OV N OV~ WNR

b) range

b) ordered

b) developed
b) card

b) accountancy
b) credit

b) turnover

b) division

b) shareholder
b) slogan

b) putout

b) diversified
b) range

b) insurance

¢) consist

¢) threw out
¢) fabricated
c) cow

) legal

¢) profit

¢) capital

c) area

¢) foothold
¢) brand

¢) situated
¢) given away
) section

¢) endorsement

d) provide

d) put on

d) manufactured
d) box

d) book-keeping
d) revenue

d) equity

d) segment

d) wholesale

d) sample

d) sold out

d) distributed

d) sector

d) fixed-term

3 Building relationships :

Match items from the boxes below to make the multi-word verbs which best
complete the conversations. Note that each time, Speaker B paraphrases what
Speaker A says.

A B
call  hand hold look in in to off off
put sound tied turn on out up up

1 A: | wonder when management is going to address our networking difficulties.

: Sodo I. They should ..........cc.e......... the problem immediately, or it’ll just get
worse.

os]

: We've maintained our market share in Turkey, haven't we?

: That’s right. We just managed {0 ......cceeeeeeerrneenen toit.

: Isit true Nick is going to leave the company?

: I'm afraid so. He told me he was about to ....cc.ceeeeveennee. his resignation.
: So the air traffic controllers have ended their strike.

: Not too soon! | thought they’d never ......cccccecveeaene. | QU .

: It seems you’ll be very busy this afternoon.

: Don’t remind me! I'm goingto be ....ccccecvvrenenene in meetings till 4.30.

: Have you found out what our Brazilian contact thinks of the proposal?

: Not yet, but I'm going to Recife next week. SO ll c..coceveviecrerennnnn her
....................... then.

A: How do you feel when someone comes to see you without an appointment?

B: Well, in fact  usually don’t mind at all when people........ccceeueun.e.e. unexpectedly.
A

B

-
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: | hear they've postponed the staff party.
: Oh no. This is the second time they’ve ......cccccccveeueuee it .

You are the Marketing Manager of Renova, a Belgian office furniture
manufacturer. At a recent trade fair in Krakdw, you met Marek Stawowy, the owner
of a chain of furniture shops with outlets throughout Poland. Mr Stawowy showed
interest in your products. You would like to have a distributor in Eastern Europe.
Write a formal letter (in 200-250 words) to Mr Stawowy.

¢ referring to your meeting with him

* expressing your wish to do business with him, and explaining how this would be of
mutual benefit

e inviting him over to Belgium to visit your production facility and head office.
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4 Success

Add the prefix de-, mis-, out-, over-, re- or under- to the correct form of the verb in
brackets to complete the following sentences.

1 The conference facilities were far from adequate. In addition, we were grossly

................... (charge).

2 Theyhave ................... (regulate) the petrochemical industry in the hope of making
it more competitive.

3 Crawley Engineering ........ouve.... (bid) all its rivals and won the contract.

4 Insome cultures, silence is sometimes ......ccu...... (interpret). It can be seen as a
sign of dissatisfaction or uncooperativeness.

5 The minister criticised the health authorities because they had ................... (spend),
but she did not try and understand the difficulties they face.

6 The organisation had been ........coeueuuenne (manage) for years, so no wonder it was

close to bankruptcy.

7 We withdrew the grinder because it had a design fault, but we think we can
................... (launch) it before the festive season.

8 The five non-executive directors had ................... (vote) the four executive directors
to adjourn the AGM.
9 The city centre was far too expensive, so the company .........c..c..... (locate) last
summer.
10 Wehad ................... (estimate) our competitors. They seem to be gaining market
share day by day.

Read the text, then choose the best sentences to complete it.

Successful negotiations

n business negotiations, good people
Iskills, mutual respect and trust are
absolutely essential. One of the aims
of the first meeting is therefore for the
two parties to develop trust and sound
each other out.

............................. 1 Doing your
homework means finding out as much
as you can about the company you are
dealing with, about its needs and
expectations, and about its negotiating
StYle. coercee, 2

If you are clear about those points
and generally feel well-prepared, you

will be able to handle the bargaining
stage much more effectively.

In this second phase, what you
should be aiming for is a win-win
situation. ......cveveveneeniienns 3 Getting
to a win-win situation clearly requires
anumber of special skills, such as
making concessions. .....ccoceeeiverneneen. -
Firstly, it may not be a good idea to
start with your biggest one, as your
prospect may then think you are
desperate to strike a deal. On the other
hand, starting small and making
gradually bigger concessions is not

recommended either, as this may
arouse unrealistic expectations.
............................. 5 And thirdly, make
sure your prospect is fully aware of the
value of every concession you make.
............................. 8 The first pitfall to
avoid is to allow the negotiation to
drag on indefinitely. Agree on a
schedule at the outset, and keep to it.
............................. 7 Finally, never bow
to pressure, and never exert undue
pressure on your prospect either.
Ultimatums, for instance, have no
place in effective business negotiations.

a) ltalso means defining precisely what you want
and what your conditions are, as well as
deciding in advance what kind of concessions
you are willing to make.

b) Let us now turn briefly to three serious
dangers which often lurk behind negotiations.

¢) Obviously, it is easier to reach an agreement if
both parties take away something from the
deal.

d) In addition, we need to remember that not all
business negotiations end in a deal.

e) Secondly, resist the temptation to make a
concession whenever your prospect grants
you one.

f) The next one is the unwillingness to admit that
your prospect’s arguments may be right, and
yours wrong.

g) There are three key issues to bear in mind
when making concessions.

h) This phase can be made easier if you do your
homework beforehand.
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5 Job satisfaction

Complete the sentences with the correct passive form of the verb(s) in brackets.

Adverbs of degree

66

1 He e, a substantial severance package when he left the company. (give)

2 Our remuneration policy ......ccccocvennene. currently weeceeeecereenuences . (revise)

3 BUrNOUL CaN .ocveeeeeeveeeeerene if working hours ....ccceveceeevennene . (avoid /reduce)

4 Surprisingly, the sales staff....coccceeeeeeenns o] 11 LY R once in the past three
years. (appraise)

L Ricocioamooroor maore autonomy in my previous job, | don’t think I’d have quit.
(give) ‘

6 Flexible hours ..cceveeeveeeneenne. in Accounts and HR next month. (introduce)

7 With a little goodwill, the amount of red tape we have to deal with could
...................... easily. (reduce)

8 Sheis preparing carefully for the interview. She knows that if she .......ccccvenenne. , she
...................... a competitive salary and excellent fringe benefits. (select /offer)

You and several other managers feel that your company’s system of perks needs
improving, or employee retention might become a critical issue. One of the
directors has asked you to put forward your ideas in writing. Write an informal
proposal (in 200-250 words) for the director.

Your proposal should:

* describe what are, in your views, the shortcomings of the present system of perks
* suggest a number of alternatives

e explain what kind of perks you think would work best, and why.

Q Supply the missing vowels in these adjectives, which can all be used to
describe risk(s).

small big
1 sl_ght i fi_p. i 1 h_g_ 3 s_bst_nt__I
2n_gl_g_bl_ 4 r_m_t_ 2 gr__t 4 s_gn_f_c_nt

0 Complete the sentences with a suitable phrase from the box.

slightly damaged
thoroughly enjoyed

badly misjudged incredibly well-prepared
deeply disappointed severely criticised superbly presented

1 Fortunately we withdrew the product as soon as we heard the first complaints, so our
reputation was only ......cceevreenns .

2 Management had .....cceevennees the staff mood on the new regulations and certainly
did not expect a strike.

3 Our new briefing pack is ...ccoeveeennennnns and contains key information about the risks
involved when working in certain locations.

4 The airline was ....cccoecevueenen. for failing to respond to the needs of the victims’
families.

5 The participants .....c.ccecvecerunene the promotional presentation and seemed mesmerised
by the speaker.

6 The public was ......cccereeernee by the pharmaceutical company’s arrogant attitude and
its refusal to admit its fatal mistake.

7 We had foreseen all the risks involved and so felt ..........eoucuee. when we moved our

production plant to a region many consider dangerous.
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Read the passage below about risk.

* In most of the lines 1-10 there is one extra word which does not fit. Some lines,

however, are correct.
¢ If a line is correct, put a tick on the appropriate line.

* If there is an extra word in the line, write that word in the space provided.

In its everyday sense, risk often has negative connotations, and is associated 1 ... '/ -----
with danger, the loss, or accidents. 2 ﬂ"ﬁ
In business, however, the concept is slightly more complex one. Risk is not 3
only about threats, but also about opportunities. This is summarised as in the 4
popular saying who ‘nothing ventured, nothing gained’ . Indeed, in order to L JTTPITRRIN
grow, to become more profitable or competitive, businesses usually have to 6 =i
change direction, which it involves a certain amount of risk. Having said that, T .y
in business doing nothing is potentially more risky than moving forward and -
innovating. A company that plays it safe all the time and runs the risk of 9
offering products which go unnoticed or which no longer meet up the needs of 10 e
their customers.

/ e-commerce

Conditionals | Q Match these sentence halves.

1 I'm sure that if we go online

2 I'm sure that if we went online
3 I'm sure that if we’d gone online
4 If we lose the password,

a) our overheads would decrease.
b) we won’ t be able to access those files ever again.
¢) our overheads would have decreased.
d) we would get a lot more hits.

Proof-reading

5 If we had a more attractive website, ) we'd have been able to relaunch our site sooner,

6 If we'd hired a professional designer, f) our overheads will decrease.

9 Complete the sentences with the correct form of the verb in brackets.
1 The volume of e-commerce would increase rapidly if everyone ............ a computer. (own)
2 If people weren't a bit technically-minded, the Internet ............... so fast. (take off)

3 YoU .o, much more traffic if you register your website with one of the top
search engines. (get)

70| you, I would turn to a professional website designer. (be)

5 Had the economic climate been more favourable, our e-commerce industries
............... massively. (expand)

6 Ifyou ..., online, you'll get a better discount. (order)

Read the passage below about young Internet shoppers.

* In each line 1-10 there is one wrong word.

* For each line, underline the wrong word, and write the correct word in the space provided.

Consumers in the age range 15—22 like to shop online a lot more than adults.

In the US, for example, a clear majority of young people now shops online. In
addition, their online purchases generally include a much wide variety of
products than adults’. The most popular products in there shopping carts
include CDs, books, games, and clothing, with computer hardware follows close
behind. Interestingly, statistics reveal that young consumers were often smarter
and most sophisticated than adults. For example, many of them visit price-
comparison websites, while very few adults are even awareness of the existence
of such sites. Although young consumers had been very keen to adopt the
Internet, they have not turned their back for offline stores. Indeed, a good
experience in a retailer’s offline store will often encourage him to visit its online
branch, and the other way round.

..............
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m Q Think of at least two advantages and disadvantages of working in teams.

Q For each category in the quiz below, tick the three statements that most
apply to you. Then read the explanations on page 152.

Doers vs Thinkers Details vs Ideas Mind vs Heart Planners vs lmprovisers
a) I consider what I say. | a) I often come up with l a) I like to think a) Meetings have to be
b) I contribute a lotin | unusual solutions. logically. prepared for carefully.
discussions. b) It’s important to be b) I keep emotions out b) 1 like surprises.
¢) Action is more | realistic. of decision-making. c) I hate time-wasting at
important than | o People see me as a c) I avoid confrontation. meetings.
reflection. - creative person. d) [ sometimes tread on | d) Too much time can
d) I listen to others | d) I like practical | people’s toes. be spent on
before [ say anything. | solutions. | ) Understanding preparation.
e) Discussion gives me €) You shouldn’t |  people is as important | e) People say I'm a
energy and ideas. , overlook details. as being right. punctual person.
f) I don’t say a lot at f) You shouldn’ get lost | f) I care about other f) I need a deadline to
meetings. | in details. | people’s feelings. get me going.

G Work in groups and compare your answers. Then discuss these questions.
1 How important are thinking styles in effective teamwork?

2 Do you think your group would make a good team, based on the results of
the quiz? Explain why or why not.

| 68
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o O 8.1 Listen to the first part of an interview with Janet Greenfield, an
American specialist in Human Resources. What are the three key points for
effective team building that Janet mentions? Use these headings to help you:
corporate culture, expectations and contributions.

Building
successful teams

e 08.2 Listen to the second part of the interview. Work in pairs. Take notes on
a) Vince Lombardi’s ideas and b) how his ideas are applied to business.

G Discussion: describe a team you have been in that was either a) successful,
b) unsuccesful and say why.

A )anet Greenfield

Vocabulary 0 Match the prefixes of the words 1-10 to their meanings.
Prefixes Prefix Meaning of prefix

1 mismanage a) not b) do badly ¢) former

2 pro-European a) opposite b) infavourof ¢) before

3 predict a) notenough b) against ¢) before

4 post-merger a) after b) too much ¢) not enough
5 dishonest a) very b) former ¢) not

6 ex-boss a) opposite b) former ¢) after

7 bilateral a) against b) after c) two

8 reconsider a) again b) former c) after

9 irresponsible a) again b) not ¢) against

10 hypercritical a) notenough b) very ¢) opposite

:> Vocabulary file page 171

Q Complete the text below using some of the words in Exercise A in the correct
form.

Our company went through a difficult period a few years ago. Bad decisions
were taken which caused us to lose a lot of money. Because the company had
been............... 1, the chief executive had to resign. Last year, we merged with a
much larger company. During the ................ 2 period our future strategy was
discussed. It was decided that we could consider becoming a more global
organisation with a strong presence in Europe.

Most of us were .......couuuue...... 3, we liked the idea of expanding into Europe.
Indeed our .......cc.......... 4 had been strongly in favour of doing this. However
the two new board members were strongly against the idea but never said so
openly. | think this was very ................. 5. Instead, they behaved in an
.................. ¢ manner during meetings. For example, they would be .................7,
raising stupid objections if someone came up with a good idea.

Because the meetings were so unproductive, the Board of Directors got cold
feet and asked us to ..., & the decision to expand into Europe.

G Add prefixes to the words in the box to give their opposite meanings. Then
use them to discuss the questions that follow.

communicative  decisive efficient enthusiastic flexible focussed
imaginative loyal organised practical sociable stable tolerant

1 Who is the best or worst person you have ever worked with? Explain why.

2 What qualities could you contribute to a team? What qualities would the
other members need to have to create an effective team?

6o
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70

Reading

The key to
successful
team building

o None of us is as smart as all of us. Do you agree? In what situations is it true
or not true? Give examples.

0 Read the article and answer these questions.

1 What is the difference between the past and the present in terms of the key
to success in a career?

2 What does the writer say about competition in the first paragraph?

3 In the second paragraph what does the writer say you need to be a good
team player?

4 What three points does the writer make about effective teams in the third
paragraph?

5 According to the writer which of the following attitudes should team
members have?

a) We know exactly what we are trying to achieve.

b) 1 will lead when necessary.

¢) People value my work.

d) | speak when invited by the team leader.

e) | am encouraged to be very critical of colleagues’ opinions.

6 Why does the writer think that cultural differences do not have a big
influence on teams?

7 What is the difference between Thai and Western team members?

G Discuss the following statements.
1 Ateam always needs a leader.
2 Ateam should change its leader regularly.
3 Tension between team members makes a team more effective.
4 Teams need people with similar personalities in order to succeed.

0 Complete the missing letters in the following words. Which of these qualities
do you possess that would be useful when working in a team?

1 p_t__nc_ 6 t__ghn_ss
2 f r_s_ght 7 st_m_n_

3 cr_ _t_v_ty 8 d_pl_m_cy
4 _rg_nis_t__n 9 h_n _sty

5 _nt__t n

G Answer these questions.
1 Do you have any other qualities which would be useful for a team?
2 What would you find difficult about working in a team?
3 Ifyou were a team leader, how would you get your team

members to co-operate?
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None of us is
as smart as
all of us

By HowARrRD CANT

A good team player has the key to
success. Being the smartest, being the
brightest, being the hardest; all of
these attributes that worked so well in
business in years gone by, now will
not push you up the ladder quickly.
How good a team player you are and
how well you share your knowledge
with your colleagues is the all-important factor in
growing your career today. If you can build a
company culture that does not worry about who
gets the credit for something, think about what
you could achieve! To survive in the big bad tough
working environment of today you don’t need to
have your own people competing with each other.
It is the commercial ‘enemy’ against whom all
their energy should be focussed.

It’s not always easy to be a good team member
and compromise your own views for the good of
the whole, but it works for the betterment of the
company. You have to believe in the workings and
power of the team and recognise where your own
strengths and contribution fit in. You have to be
honest, both with yourself and with your team
members. You will have conflict within the team
and as long as this is controlled then it can be a
very healthy element for both the team and the
development of the business. Research into high-
performing teams shows that each member cares
for the development of his team mates. This
appreciation of each other learning and
development is key to the success of a team and
the commitment of each member to the other.

Over 70% of a manager’s time is spent in some
form of group activity, often in meetings with
others; relatively little time is spent in the
supervising of single individuals or on one-to-one
discussions, thus the need for team building.
[ndeed, the success of individual managers
depends on how well that manager’s team or
teams improve in quality and productivity on a
continuous basis. In reality, group productivity is
more important than individual task
accomplishment. The most effective teams are
able to solve complex problems more easily than

6(
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one person can, for many capable minds are
brought to bear on an issue. However, all teams
must be managed well by a capable facilitator who
understands that every team is unique, dynamic
and ever-changing. Moreover, teams have
behaviour patterns, just as individuals do and, just
as children develop into adults, teams have
developmental stages, being more productive and
efficient at one stage than another.

1t is also extremely desirable for team members
to have the following attitudes; ‘I know what 1
have to do and the team’s goals are clear’, ‘I am
willing to share some responsibility for
leadership’, ‘T am an active participant’, ’I feel
appreciated and supported by others’, ‘Other team
members listen when [ speak and I respect the
opinions of others’, ‘Communication is open, new
ideas are encouraged and we are having fun
working together’.

Teams soon develop a clear problem-solving
approach that can be applied time and again as
long as their leader initially creates a common
purpose and vision, pointing the team in the right
direction.

Cross-cultural issues can assail and impact the
working of teams, but it is well to remember that,
despite culture, most team members have similar
objectives in life. Objectives that relate to
happiness and health, to success and recognition,
to love and being well-accepted by others. The
clever team leader recognises and plays upon
these similarities while moulding the cultural
differences to benefit the team. For example, Thai
team members place a greater focus on personal
relationships in everything they do while Western
team members are looking more for personal
achievement.

From Benjarong Magazine, Thailand

7
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Language review * The modal perfect is formed using modal verb + have + past participle.
Modal perfect We might have won the contract.

e Two uses of the modal perfect are:
a) criticising or commenting on past actions.
You should have told me the meeting was cancelled.
She got there very early. She needn’t have allowed so much time to find
the place.

b) speculating about the past or present.
He may have moved to another department.
He must have finished now.

3 page 133

Q Answer yes, no or not sure to each of the questions below.

1 You should have chosen her for the team.
Was she chosen for the team?

2 He must have made over 30 changes to the project.
Did he make over 30 changes to the project?

3 They needn’t have spent so much time on the report.
Did they spend too much time on the report?

4 They could have prepared better if they'd had more time.
Did they prepare as well as they wanted to?

5 The team would have been stronger without him.
Was the team as strong as it could be?

6 Sylvia may have arrived by now.
Has Sylvia arrived yet?

7 Thomas should have reached Barcelona by now.
Has Thomas reached Barcelona?

8 They couldn’t have done enough research as the launch was a failure.
Did the team do enough research?

e Which of these statements uses the modal perfect correctly? Suggest
alternative modals for the incorrect statements.

1 [t’s too late to apply for the job now. You must have applied last month.
It was silly to leave your wallet in the hotel room. It would have been stolen.
The fire in our showroom last night could have destroyed all our merchandise.

He bought the land cheaply and sold it at a higher price to developers, so he
needn’t have made a lot of money.

Gerry wasn’t at the meeting. He might have been delayed in traffic.

6 You couldn’t have seen Mr Lebeau at the conference because he was in
Hong Kong at the time.

7 He looked exhausted when he arrived. He should have had a bad flight.
8 He was charismatic and decisive. We must have made him team leader.

N

W
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(@ Role play this situation in pairs.
A sales rep went on a three-day business trip. He/She:
» stayed in a five-star hotel « hired a top-of-the-range car
» phoned home from their room e drank most of the mini-bar
» ordered breakfast in their room  had clothes dry-cleaned by the hotel.

After the trip, the Finance Director thinks the rep’s expenses are excessive and
refuses to pay them. The sales rep defends their actions. Use as many of the
following structures as possible: should have | shouldn’t have | could have |
needn’t have [ + past participle.
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m o Read the suggestions below about ways of dealing with conflict. Put each of
Resolving conflict them under one of the following headings: either Do or Don’t.
1 Delay taking action, if possible.
Get angry from time to time with difficult members.
Try to see the problem from the paint of view of the team.
Be truthful about how you see the situation.
Encourage open and frank discussion.
Try to ignore tensions within the team.
Bring potential conflict and disagreement into the open.
Give special attention to team members who are creating problems.
Persist with ‘impossible people’ — you may win them over.
Try to find ‘win—win’ solutions.

0 0N OO B W N
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9 () 8.3 Listen to the conversation between Karen, Head of Department, and
Larissa. Which suggestions, listed above, does Karen use to deal with the
conflict between Larissa and her colleague, Sophie?

Read the transcript of the conversation on page 164. Underline the phrases
she uses to deal with the conflict. Add them to the Useful language box.

Useful language ]

Expressing your feelings Showing sympathy
My main concern is ... | know how you feel.
Making suggestions Identifying the real problem
One thing you could do is ... What’s really bothering you?
Expressing satisfaction Resolving the conflict
Yes, that would be very helpful ... How do you think we should deal with
this?
Expressing dissatisfaction
| don’t think that would do much Reviewing the situation
good. Let’s meet next week and see how

things are going.

0 Work in pairs. Role play the following situation. Use phrases from the Useful
language box above to discuss the problems.

A team of six multinational staff is managing a number of apartment blocks
in Nice, France. However, one of the team is unhappy. The employee is
difficult to work with and uncooperative.

Team leader turn to page 146.
Team member turn to page 155.
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The new boss

Background

Business Equipment and Systems (BES),
based in Birmingham, England, sells fax
machines, data projectors and slim plasma
screens. Eighteen months ago, its national
Sales Manager, Vanessa Bryant, moved to a
senior management position. Her
replacement, Nigel Fraser, has been told to
increase turnover by at least 10% and to
create a high-performing sales team.

However, since Nigel’s appointment the
team has not been working effectively and

morale is low. Last year’s sales were over 20%

below target. The sales team has a mix of
nationalities because BES intends to enter
other European markets in the near future.

Nigel Fraser is well aware that his sales team
is not working well together. Before
considering what action to take to improve
its performance, he made some notes on
the team. Read about Nigel and then read
the notes on the sales team (on page 75).

() 8.4 Listen to the meeting chaired by
Nigel Fraser. What do you learn about the
team’s problems?

Additional problems in the
sales team

1 When the sales staff miss their targets or
when customers complain, the staff blame
each other or other departments. No one
takes responsibility for mistakes.

2 Members of the team do not help each
other enough, for example by passing on
information about customers. Some
members dislike each other.

3 Staff become aggressive when Nigel
criticises them for poor performance.

4 Morale in the department is poor. Nigel
felt happier in his previous job, and he has
heard people talking about the ‘good old
days’ when Vanessa Bryant was running the
department.

NIGEL FRASER

A ‘whiz kid’. Previously worked for a
business equipment chain. Ambitious
and creative with a direct, ‘no-nonsense’
approach. Task-oriented, he sees his
main objective as meeting sales targets.
Very disappointed with current sales
performance. Believes the team needs
to be controlled more tightly and is
underperforming because of bad habits
acquired under Vanessa Bryant.

You are directors of BES. Work in groups of
four. Choose a role card (see pages 146, 149,
150, 151). Director 1 leads the meetings.

1 Read your role cards and prepare for a
meeting to resolve your company’s team
building problems.

2 [dentify all the problems which are affecting
the performance of the sales team.

3 Discuss how to improve the performance of
the sales team.

4 Work out an action plan for the next six

months.

if there is more than one group of directors,

compare your action plans.

I
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The sales team

ELIANA

Data projectors,

new products Aged 25
Personality: Very ambitious,
hard-working, creative

Performance: Excellent. Ranked
second in department (value of sales).

JOHN
Fax machines Aged 42

Personality: Calm, relaxed,
reliable. A good influence on
the team.

Performance: Missed his
sales targets five times last

year. Ranked sixth in department (value of sales). . Good points/bad points: Feels .
Competition very strong in the fax machine market. demotivated. Wants to move to plasma

Steady worker. screens.

Good/bad points: supports Nigel, good team player. Other: Some people are envious of her

Other: Very popular with everyone. success. They don't accept her ideas.

ANNA
I Fax machines Aged 26
MARTIN Personality: Reliable, quiet, hard-working

Performance: Missed her
sales targets three times last
year. Ranked seventh in the
department (value of sales).
Good points/bad points:
Some good ideas but
colleagues don't listen to her.
Very helpful to her colleagues.

Other: Martin and Markus
often ‘put her down' in

Plasma screens Aged 35

Personality: Extrovert,
dominating, charismatic

Performance: Top sales person
last three years (value of sales).

[
\
|
Good points/bad points: Popular with customers. ‘
|
|

Unpopular with some colleagues. Typical
comments:‘arrogant’, ‘boastful’, ‘doesn't listen’. Often
late for meetings or makes excuses and doesn't come.

meetings.
e e - ———
. ————— —
DENISE
Fax machines Aged 35 ROBERT
Personality: Dynamic, moody, outspoken Data projectors,
F Performance: Excellent. Ranked new products Aged 46
fourth. Usually meets her sales Personality: Strong, sociable, team
targets. player

Good points/bad points: Gets on
well with John and Robert. Argues a
lot with Markus in meetings. Becomes
very aggressive.

Other: Used to have a personal
relationship with Markus.

Performance: Very good. Ranked
third in the department (value of
sales).

Good points/bad points: Highly
experienced salesman. Enjoys meetings, a lot of ideas.
Other: Hates Martin. They often insult each other at

meetings. Very unhappy with the atmosphere in the
= =1 - department. Is considering leaving the company.

MARKUS
Plasma screens Aged 30

Personality: friendly, charming,
volatile

Writing

Either:

Write a letter to the Managing Director of
BES outlining your solution to the problems.
Or:

You are a sales manager. The behaviour of

_ 2 - one of your salespeople is upsetting the
inconsistent. Works hard when he's in the mood. |

: il others in the team. Write a letter warning
Popular with most colleagues. Always makes his final | h b hei d d indicati
call close to home (not good for the company). them about their conduct and indicating

Other: Dislikes Denise and shows il where improvements should be made.

3 Writing file page 138

Performance: Needs to improve.
Ranked fifth (value of sales).

Good points/bad points:
Talented salesman, but

—— T —
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‘ Lend only that which
you can afford to lose. ’

Proverb

m o What are the advantages and disadvantages for a private individual of

borrowing money from the following sources?

L7¢

a) a bank d) a loan shark
b) a friend or colleague e) a credit card company
¢) a member of your family f) another source

9 If you needed to raise money for the following, which source of finance would
you use?

e to buy acar

e to buy an apartment or house

e to go on an exatic holiday

e to finance your children’s education

e to buy your partner an expensive present

G What do you think these sayings mean? Do you agree with them?
a) The laove of money is the root of all evil.
b) Time is money.
¢) Money talks.
d) Money can’t buy you love.
e) Don't throw good money after bad.
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Getting a
bank loan B/

A Patrick Grant G

Vocabulary A
Idioms

B A FooL. AND

HIS MONEY

KB OUR. \
prRORUCT. .

9 Raising finance |

What do you think you would need to offer a bank to get a loan?

O 9.1 Listen to the first part of the interview with Patrick Grant, a
specialist in finance. He is talking about how to get a loan from a financial
organisation.

1 What four things does Patrick say about the question in Exercise A?

2 What different types of security for a loan does Patrick mention?

3 Fillin the chart below.

TYPE OF LOAN PURPOSE OF LOAN LENGTH OF LOAN

O 9.2 Listen to the second part of the interview and answer these
questions.

1 What action does Patrick recommend if a request for a loan is turned down?
2 After getting the loan what kinds of things could you negotiate?
3 What is Patrick’s final piece of advice?

Complete the idioms below with the following words.

trees fool muck rope  object licence

1 You really can sell anything on these Internet auction sites. /t’s money for old

2 We're way over budget on this. We'll have to make some cutbacks. Someone
needs to tell the marketing department that money doesn’t grow on ........... ]

3 Every great industrialist will tell you that where there’s ........... , there’s
money.

4 Charging people to park their cars at airportsis @ ........... to print money.

5 He’s always investing in businesses which have no hope of being successful.
| don’t know much about business angels but it seems to me that a...........
and his money are soon parted.

6 Their new headquarters cost millions and millions. They are making so much
profit that money is no ........... .

Match the idioms in Exercise A with these definitions.

a) Be careful with money as there is only a limited amount.

b) Money earned easily by doing something which is not difficult. (two idioms)
¢) Where you find dirt you also find money.

d) Stupid people spend money quickly without thinking about it.

e) You can spend as much as you like on something.

Comment on each statement using one of the idioms in Exercise A.
Example: They pay me a fortune and the work is really easy.

It’s money for old rope, then.
1 He inherited two million dollars and spent it all in less than a year.
2 Gloria can afford to spend huge sums of money each week.

3 Mario set up a garbage collecting company. It was so successful that he was
able to retire at 4o0.

4 My son expects me to buy him anything he wants.

l77_



[oR

aising finance

CEGINE @) Before you read the article choose the correct word for each sentence.

_
Raising finance

1 The Group’s ..ccceeeecvveercreeesnnee. of twelve stores in Bordeaux was successful.
a) acquisition b) property ¢) overdraft

2 They are financing the acquisition through ......cccccenvvinveeneen. rather than debt.
a) cash flow b) equity ¢) assets

3 Our state-of-the art machinery is our major ...cccceecveeeeevereneennen. .
a) possession b)) asset ¢) equity

4 THE wvrcciiirirrreenereeceene rate on the loan was 12%.
a) fee b) charge ¢) interest

5 They could not pay their debts and faced .....ccooeevrecnvneinenens, .
a) bankruptcy  b) warranty ¢) overpayment

6 Sorbat has gone into .vvveverreirceescanens with debts of about £20 million.
a) indemnity b) investment ¢) administration

Read lines 1-64 of the article and answer these questions.

1 What does the article say about cash flow?

2 What is really important when looking at raising new business finance?
3 What are the key differences between equity and debt?

4 What is the main aim when raising finance?

Read lines 65-133 of the article and match the words 1-7 and phrases to
their meanings a)-g).

1 venture capital a) Lending a business a sum of money equal to
that owed to the business by its suppliers or
customers

2 grant b) Buying expensive goods by making regular
payments over a period of time

3 invoice discounting ¢) Money lent to start a new business

4 hire purchase d) Allowing customers to take out more money
from their bank than they had in it

5 leasing e) Money barrowed on which interest is paid

6 loan f) Giving someane the right to use something

for a period of time in return for payment

7 overdraft g) Money given to an organisation for a
particular purpose, often by a government.

Which source of finance described in the second part of the article is most
appropriate for each of the following situations? Explain your decisions.

1 acompany in a high-technology industry which does not wish to purchase
all the expensive equipment it needs
2 anew company in a depressed area which will create a lot of new jobs

3 acompany that has already borrowed a lot of money but cannot pay its
costs until slow-paying customers pay their bills

4 asuccessful company wishing to engage in a high risk but potentially
profitable new enterprise where the owners are willing to give up part of
their equity in order to expand

G Do you agree with the following. Why? Why not?

1 People with overdrafts are bad money managers.
2 [tis good business practice for a company to pay its bills late.
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Raising
finance

hen a company is growing rapidly,

for example when contemplating
investment in capital equipment or an
acquisition, its current financial
resources may be inadequate. Few
growing companies are able to finance
their expansion plans from cash flow
alone. They will therefore need to
consider raising finance from other
external sources. In addition, managers
who are looking to buy-in to a business
{‘'management buy-in’ or ‘MBI’) or buy-
out (‘management buy-out’ or ‘MBO’) a
business from its owners, may not have
the resources to acquire the company.
They will need to raise finance to
achieve their objectives.

There are a number of potential
sources of finance to meet the needs of
a growing business or to finance an MBI
or MBO:

- Existing shareholders’ and directors’

funds

- Family and friends

- Business angels

- Clearing banks (overdrafts, short or

medium term loans)

- Invoice discounting

- Hire purchase and leasing

- Merchant banks (medium to longer

term loans)

- Venture capital

A key consideration in choosing the
source of new business finance is o
strike a balance between equity and debt
to ensure the funding structure suits the
business.

The main differences between
borrowed money (debt) and equity are
that, with debt, bankers request interest
payments and capital repayments, and
the borrowed money is usually secured
on business assets or the personal
assets of shareholders and/or directors.
A bank also has the power to place a
business into administration or
bankruptcy if it defaults on debt interest
or repayments or its prospects decline.

In contrast, equity investors take the
risk of failure like other shareholders,
whilst they will benefit from participation
in increasing levels of profits and on the
eventual sale of their equity stake.
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The overall objective in raising finance
for a company is to avoid exposing the
business to excessively high
borrowings, but without unnecessarily
diluting the share capital. This will
ensure that the financial risk of the
company is kept at an optimal level.

Raising finance is dependent on a
good business plan which demonstrates
that the management is aware of all the
risks involved.

TYPES OF FINANCE

Venture Capital

Venture capital is a general term 0
describe a range of ordinary and
preference shares where the investing
institution acquires a share in the
business. Venture capital is intended for
higher risks such as start-up situations
and development capital for more
mature investments. There are also
certain large industrial companies which
have funds available to invest in growing
businesses and this ‘corporate
venturing’ is an additional source of
equity finance.

Grants

Government, local authorities and
local development agencies are the
major sources of grants. Grants arg
normally made to facilitate the purchase
of assets and either the generation of
jobs or the training of employees.

Invoice Discounting

Finance can be raised against debts
due from customers via invoice
discounting, thus improving cash flow.
Debtors are used as the prime security
for the lender and the borrower may
obtain up to about 80 percent of
approved debts.
Hire Purchase and Leasing
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Hire purchase agreements and
leasing provide finance for the
acquisition of specific assets such as
cars, equipment and machinery
involving a deposit and repayments
over, typically, three o ten years.

Loans

Medium term loans (up to seven
years) and long term loans (including
commercial mortgages) are provided for
specific purposes such as acquiring an
asset, business or shares. The loan is
normally secured on the asset or assets
and the interest rate may be variable or
fixed.

Bank Overdraft

An overdraft is an agreed sum by
which a customer can overdraw their
current account. It is normally secured
on current assets, repayable on demand
and used for short term working capital
fluctuations. The interest cost is
normally variable and linked to the bank
base rate.

Completing the finance-raising
Raising finance is often a complex
process. Business management needs

to assess several alternatives and then
negotiate terms which are acceptable to
the finance provider. The main
negotiating points are often as follows:
- Whether equity investors take a seat
on the board
- Votes ascribed 10 equity investors
- Level of warranties and indemnities
provided by the directors
- Financier’s fees and costs
- Who bears costs of due diligence.

From 2005 Tutor2u Limited

(www tutor2u. net/business/finance
_raising_intro.htm)

lzo
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Language review
Dependent
prepositions -
Verbs
® Venture capital is
intended for
higher risks.

® The interest cost is
linked to the bank
base rate.

Adjectives

® negotiate terms

® management is

Prepositions commonly occur after certain verbs, adjectives and
nouns. Look at these examples from the article.

Nouns

® investment in
which are capital equipment
acceptable to the

finance provider

@® ;3 share_in the
aware of all the business

risks involved

3 pageﬁ ;4

J

Q Read the article again then complete these sentences with suitable words
and dependent prepositions from the article.

1 AKEY v choosing the source of new business finance is to strike a
................... equity and debt.

2 Abank has the power to place a business into administration or bankruptcy
18] SRR debt interest or repayments.

3 Equity investors take the
they will ....cooveunnene

................... failure like other shareholders, whilst

participation in increasing levels of profits.

0 Join the halves of sentences below. They are all from newspaper articles.

1 She had a sound business specialising

2 Self-employment may be the only alternative
3 Researchers say this results

4 Why do women still have limited access

5 Once you understand the mind set of your
investors, you can profit

6 He can see opportunities which lie, through lack
7 The document contained an assessment
8 | want areturn
9 We are very focussed
10 They are strongly opposed

a) on my investment.

b) of the risks facing European companies.
¢) of finance, beyond his grasp.

d) in lower failure rates.

e) from their suggestions.

f) in renovating and refurbishing buildings.
g) to starvation in poorer countries.

h) to venture capital?

i) to any further investment.

j) on transferring ideas from the hard world of
industrial economics to the dot-coms.

Q Which of these negotiating tips do you agree with? Explain why or why

not.

Negotiating |

1 Inthe early stages, you need to ask the other side a lot of questions.
2 Always interrupt if you don’t understand something.

3 Never make a concession for free. Always get something in return.

4 Use simple, direct language and be apen about your aims.
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5 Signal what you are going to do. For example, say, ‘I'd just like to clarify
that.’

6 Summarise often so that everyone is clear when you reach agreement.
7 Adapt your language so that you don’t appear aggressive.
8 Talk about your emotions and how you are feeling.

Q Research shows that skilled negotiators often use techniques 1-5 below to
achieve their negotiating objective. Match the techniques to their definitions.

1 Open questions
2 Closed questions
3 Softening phrases
4 Signalling phrases
5 Summarising

a) say what you are going to do before you do it.

b) modify language so that it does not appear too aggressive.

¢) go over the points covered to highlight when agreement is reached.
d) gather information and explore the opposite number’s views.

e) check understanding and ask for precise information.

G Q 9.3 Listen to the five expressions and match each one to the correct
technique listed in Exercise B.

Q O 9.4 Listen to the dialogue and complete these expressions. Then place
each expression under the correct heading in the Useful language box.

1 v what other people are providing finance for you?

2 Have you approached any other bank, if ............. ?

3 Idlike.......... . Why don’t you revise your business plan?

4 Good. .............. what sort of repayment terms do you have in mind?

5 Letme.viveeennnnn, . The 250 thousand would be for working capital.

6 We seem to be getting somewhere now. .......ceeuvuue... what we’ve agreed so far.

Useful language ]

Open questions

Why do you need a
loan?

What other sources of
finance do you have?

Signalling phrases

I'd like to make a
proposal. | think we
should ...

Could I make a
suggestion, why don’t
we ...7

Closed questions

Do you have any other
backers?

Can you transfer the
money by next week?

Summarising

Let’s see what we've
got so far.

Let’s recap before we
goonto...

Softening phrases

I’'m sorry, we can’t go
that high.

We were hoping to pay
a little less.

G Work in pairs. Role play the following situation.
The creator of an exciting range of fashion jewellery (necklaces, earrings and
bracelets), sold under the brand name Eternity, meets a business angel to get
additional investment to develop their business. The owner of the business has
already borrowed 100,000 euros from a family member, and in return has given that
person a 20% stake in the business.
Owner of business: turn to page 151.
Business angel: turn to page 152.

81



CASE STUDY

1)

Background

Vision Film Company (VFC) was founded
fifteen years ago by two Polish expatriates.
Now based in Krakow, Poland, it has
produced numerous television commercials
and documentaries, some of which have won
international awards for originality and
creativity. It has a small, highly experienced
production staff and depends on an
extensive freelance staff for its projects.

The Director and Executive Producer of VFC
now want to make a feature film. The film is
a drama set in post-war Europe. VFC have
presented their business plan to a film
finance company, European Finance
Associates (EFA).

EFA have provisionally agreed to finance the
project with a budget limit of $10 million.
They have asked for a second meeting next
month (April) to negotiate the details of the
finance package. Industry practice is for film
finance companies to be repaid their
investment, usually with interest, and receive
a share of the film’s net profits.

Here are some extracts from the VFC
Business Plan.

Executive Summary

he extraordinary success of independent

films in recent Academy Awards shows
that there is a huge demand for dramatic
human interest films, whether they are
performed by unknown actors or by stars.
This propesal is for an independent feature
film with a budget of $5.5 million.

The Polish Affair is a romantic thriller about
Alicia, a young Polish interpreter, and a British
intelligence officer, Justin, who meet and fall in
love in the chaos of Vienna at the end of the
Second World War. Without warning Alicia
disappears, and their brief, passicnate
relationship ends. When, ten years later; they
meet again by chance in Berlin their feelings
for each other are as strong as ever. However,
as the mystery behind Alicia’s disappearance
unfolds it threatens to destroy them both.
This story will have great appeal to all age
groups, but especially to film-goers in the
25-40 age group, who form a large segment
of most countries’ film-going audience.



Target audience
25-40 year olds; well-educated, frequent film-goers.
The film will also appeal to older people.

Target market

Worldwide distribution.

Main markets: USA, Canada, Europe.

Promotion

To help the producer make deals with major film
distributors, the film will be shown at key film festivals
(e.g- Cannes and Berlin).

Production Schedule

| Draft Budget (key costs US$)
This year Story and script 400,000

July Complete financing and casting Producer’s fee / costs 370,000
December Complete pre-production Director’s fee 120,000
Principal artistes 140,000
Next year Total 1,030,000
T?rCh_June garry Io [:t p;lﬂ;lpaldphotography Production unit 1,500,000
= CiPIgisisalbieaning Camera crews / equipment 290,000
Final year Artistes (other than principals) 280,000
. . Music 450,000
January-June  Sundance Film Festival
(US distribution deals) Travel and transport 230,000
Berlin Film Festival Hotel and living expenses 950,000
) ’ Completion bond* 290,000
Cannes Film Festival TotallJ e
{European distribution deals) R
Publicity campaign Other expenses 480,000 480,000
July Release film in the United States
and Europe TOTAL COST 5,500,000

(*A completion bond is like an insurance policy. If a producer
runs out of money or exceeds his/her budget, the completion
bond provides the finance to finish the film.)

Three-year income projection summary:
Gross revenues

Low: $15million Medium: $25million High: $40million

——————

PO e { Tt ¢ 4B
anil i annh ‘: 1 'ﬂ ] ) Work in groups. )
f . a Q. q
[[f_' ool . Group A: Director and Executive Producer of Vision
; air 5
The PO[ISh Aff } Film Company (turn to page 153).
oo W‘(w udiences WOT dwide Group B: Directors of European Finance Associates
will appea\ o 2 (turn to page 150).
. Read your role cards and prepare for the negotiation.
Ou’ts’fandmg “DCV‘PJ‘ Then hold a meeting and negotiate a suitable
E agreement.
ic i 51
L antic intere . I
o) Writing

As Executive Producer of Vision Film Company
or as a Director of European Finance Associates,

- Exciting \ocafions:

Warsaw, Nienna, write an e-mail to all senior staff informing them
\i of the results of the negotiation and indicating
Periin how the project will proceed.

Dramatic fension <) Writing file page 139
- Dr

l&s
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Listening
Customer service

Discussion
Customer complaints

D Vocabulary
Handling complaints

ng
mers first

service departments?

~my local bank. Except when it’s
very busy, when they have one.

Rita Rudner, American actress

Q Which of the following irritate you the most when dealing with customer

On the phone

Face-to-face

Repairs and refunds

e Being put on hold

¢ Speaking to a disinterested
person

+ Choosing a series of options
during your call

¢ Finding the Customer Service
number is continuously engaged

 Being cut off

¢ Unhelpful customer service
personnel

* Stressed or indifferent staff

+ Salespeople with poor product
knowledge

* Too few staff at peak times

e No company policy on customer
service or complaints

¢ Delays on repairs

¢+ Delays in getting money back

» No replacement equipment while
repairs are carried out

-m 0
Customer service

Q How important to a company’s success is customer care? Is it possible to
have too much customer care?

s

0o

A Sarah Andrews

Sarah Andrews is Retail Sales Director at Harrods. What do you know about
Harrods?

Q 10.1 Listen to the first part of the interview and decide if the statements
below are True / False / Not given.

1 Good customer service at Harrads is about meeting customer expectations.
2 Harrods customers expect a level of service as good as other retailers.

3 Harrods employees are trained in a seven step customer service
programme,

4 Harrods employs people to test the customer service in different
departments.
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5 Harrods employees are given feedback on their performance once a month.
6 Employees receive champagne if they score 100% in the mystery shop tests.

G O 10.2 Listen to the second part of the interview and complete the
sentences according to Sarah Andrews.

1 Good customer service helps retailers to .......... .
2 The problem retailers face these days is that products......... .
3 Companies which don’t take customer service seriously will ......... .

Q How does Sarah think new technology can help improve customer service?
Does she think this is useful for Harrods?

G O 10.3 Listen to the third part of the interview and fill in the missing verbs
to create the Seven Steps to Exceptional Service.

O eooo0oo TS oot customers within one minute of arrival

P customers at an appropriate time and .......ccovveevinveennn.
a conversation

S e e el quUEStIONS 10 vvveevieeereeeiiiiieiens customers’ needs

(T T e product knowledge to .......cccovvvevernenne.. items to
............................ customer needs

L3 oo PRPES . TV P the features and benefits of products to customers

6 e related products t0 .oouvevveerecee e, the service

y AT TOUNSS customers and ...occceeeveveeieeeinnne them to return

G Work in pairs. Using the above seven step programme as a guide, write a
dialogue between a Harrods employee and a customer in one of the following
departments: a) luggage, b) cosmetics, ) TV and Hi-fi. Role play the
conversation.

Work in two groups, A and B. Choose the five best suggestions from your group's
advice sheet. Then form new groups. Negotiate a single list of the six best

Customer | suggestions from both sheets.
complaints
Group A Dealing with customer complaints Group B Dealing with customer complaints
1 Show the customer you are listening by 1 Keep an open mind at all times.

checking that you understand.

2 Allow the customer to show their emotions if
they are upset or angry.

3 Say you are sorry that the customer is upset. Concentrate on the situation not the

4 Admit that the problem was your fault as soon personalities.
as possible.

5 Make sure you get full details of the problem.

6 Summarise and make sure that the customer
understands what you have said.

7 Ask the customer to put the complaint in
writing.

8 Be firm if you are sure of your facts.

Do not end up arguing with the customer.

Do not be defensive.

E VR S

Don’t force your solution on the customer.
Try to find out what result the customer wants.

Tell the customer what you can and cannot do.

W N N wn

Offer compensation of greater value than the

goods or service complained about.
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EVTETRYM @) Complete the beginnings of sentences 1-5 with words from the box.
Handling Then finish each sentence with a sentence ending a)-e).

complaints

standards  products  rapport  complaints  reassure

1 When you handle .............. itis a) ... when they are worried.
important ...

2 You can establish @ ............. with a b) ... will lose customers.
customer if ... 7

3 Akey element in customer care is to ¢) ... they are faulty.
.............. people ...

4 Companies which do not meet their d) ... you know about their

.............. of service ... buying habits.

5 Many companies will replace ..............
free of charge if ...

e) ... to be diplomatic.

Q Match the idiomatic expressions 1—7 to their meanings a)-g).

1 pass the buck a) forgot to do something

2 get to the bottom of the problem  b) paid far too much for something

3 it was the last straw ¢) avoid responsibility

4 got straight to the point d) find the real cause of something

5 slipped my mind e) talked about the subject directly

6 ripped off f) the last in a series of irritating events
7 talking at cross purposes g) misunderstanding what someone else

is referring to

G Use the idiomatic expressions to complete the sentences appropriately.
1 She was very helpful. She promised to................. and find a solution.

2 He’s the person responsible. He shouldn’t try to
,,,,,,,,,,, and blame others for his mistakes.

3 Several customers have complained about our service contract. They say
they’re paying far too much and feel they have been ....................... )

4 | meant to send him a brochure but we were very busy andit..............

5 They wanted to place a larger order. | thought they wanted a bigger
Gl{EEOUITEAVECTEL, . . SFE TSI et . RVhL i oisisis LA o = s T8 ST .

6 They ignored my complaints, but
my maoney.

7 Isaw no point in arguing with him.1............. and said | wanted my
money back.

B CECILEY @) Read the article and answer these questions.
Customers first 1 What customer service problems did the author have?
2 What examples are given of poor customer service by British utilities?

3 What answer does the author give to the question: ‘Why is customer service
important?’

4 Why is customer service difficult to implement? Give three reasons.

............ when they refused to refund

86
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Customers first: the message for this or any other year

By Michael Skapinker

What, the caller from
Hewlett-Packard wanted to
know, did I think the big
business issues would be
this year? Well, I replied, in
Hewlet{-Packard’s case, I
thought the issues should
be that my new HP printer-
scanner-copier refused to
scan when I bought it and it
took me weeks to sort it
out. Also the machine
could not print on
lightweight card, as it was
supposed to, without
jamming,

The man from HP
laughed nervously. Were
there any other big
business issues I would like
to mention? No, I said. If
HP took care of those small
ones, the big ones would
take care of themselves.

I could have talked for
longer, but I had to call
Powergen. 1 should not
have been using the FT’s
time to sort out my
electricity difficulties but
no one had answered the
24-hour Powergen helpline
the previous evening. This
time 1 got through and,
after a few false starts, they
sorted out my problem.

Why is it so hard for
companies to get things
right?

The British utilities seem
to have surrendered all
their  post-privatisation
customer-service
improvements. Some have
gone back to their tricks of
20 years ago, including not
turning up at the appointed
time and then claiming to
have rung the doorbell and
found no one home.

Many banks, retailers
and the rest are no better.
Some seem to have cut

(v

THANK Yol FOR HOLDING.
AS A VALUEP CUSTOMER ...

S |

\

back on the essentials of

ss customer service training:

please, thank you - that
sort of thing.

1 know this is not just a
British phenomenon: every
time I write about
deteriorating customer
service, many of you e-mail
from elsewhere with the
same complaints.

What is the problem?
Some of it is industry-
specific: either there is
insufficient competition or
dissatisfied customers
cannot be bothered to
change because they doubt
they will find anything
better. But I sense a deeper
problem: many companies
seem to have forgotten
what business is about.

They think it is about
cutting costs: hence the
mania for outsourcing. 1 am
not attacking outsourcing
as such; it is not, on its
own, responsible for
deteriorating  customer
service.  Rather, the
problem is the mindset that
so much outsourcing
represents: the idea that a
startling reduction in
employment costs is all you

90 need to succeed.

Costs do matter. If they

make?

—

exceed revenues, you have 130 course,

no profit — and no company,
or individual, can carry on
for long without profits.

But making a profit,
essential though it is, is not
the purpose of business
either. It is its consequence.
As Peter Drucker wrote:
‘Profit is not the
explanation, cause or
rationale of business
behaviour and business
decisions, but rather the
test of their validity.

The purpose of a
business is to provide
something that a customer
wants at a price he or she is
prepared to pay. In Prof
Drucker’s words: ‘It is the
customer who determines
what a business is. It is the
customer alone whose
willingness to pay for a
good or for a service
converts economic
resources into wealth,
things into goods.’

It is a simple idea. You
provide goods or services
that customers are pleased
with — so pleased that they
come back, and tell all their
friends to buy from you too.
You then sell more. Result;
happiness.

Carrying this out, of

—

—

is less simple.
Others may have found a
way of providing the same
goods at far lower prices, in
which case costs will have
to be looked at again and
you may have to move jobs
to low-wage countries.

There is also the
difficulty of execution: the
bigger your business
becomes and the more
widespread your suppliers
and customers, the harder
it is to deliver.

You may need
information technology
systems to keep track of
supplies and to ensure that
when your customers call,
it takes you no more than a
few seconds to call up the
information you need.

But when the new IT
system has been installed,
or the foreign factory built,
or this or that activity put
out to contract, there is
only one test of whether it
was worth it: are the
customers happy?

It is with the customer
that all business decisions
should start and end.

From the Financial Times

FINANCIAL TIMES

Q Now read the article again. Which of the following points does the author

1 The British utilities are improving their customer service.

2 Some companies need to spend much more on customer service training.
3 Outsourcing often has a negative effect on customer service.

4 The key to business success is reducing costs.

5 Many companies do not have the right objectives.

e Give an example of good and bad customer service you have experienced.

87
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Language review

* A gerund is formed from a verb but behaves like a noun.

s It can be the subject of a sentence or clause: Afming for customer delight is
all very well ...

o It can be the object of a sentence or clause: Many people do not like talking
fo machines ...

« 1t often follows a preposition: Customers receiving good service will stimulate
new business by telling up to 12 other people ...

Gerunds

=5 » A useful way to use gerunds is in lists. (See Starting up Exercise A ‘On
/ the phone’.)

88

(o WY, ]

» Most gerunds are formed by adding -ing to the base form of the verb:
answer, answering  handle, handling  get, getting
3 page 134

Q The article on page 87 has many examples of the gerund used. Find:
a) one example as the subject of a sentence
b) one example as the object of a sentence or clause
c) three examples following a preposition.

G Some verbs can be followed by either a gerund or infinitive, but the choice
can lead to a change in meaning. Match the sentences with their
meanings: For example: a) He remembered to reply to the complaint - he
didn’t forget b) He remembered replying to the complaint — he hos a clear

memory of this.

I'm too tired to deal with this complaint a) I'm fed up with the complaint and don’t want to deal
with it anymore.

I'm tired of dealing with this complaint b) | may deal with this complaint later when | have
more energy.

They stopped producing the customer ¢) They stopped the production of something else in

service manual order to produce the manuat.

They stopped to produce the customer d) They stopped the production of the manual.

service manual

We tried to explain the reasons for the fault e) We made an effort to explain.

We tried explaining the reasons for the fault f) We did the explaining as an experiment to see if it
was effective.

G Complete the guidelines for improving customer service with suitable
gerunds. Add some tips of your own.

Improving customer service
Recommended ways of improving customer service include:

1 .. leturn N9... calls promptly. b gesgfarl clear performance targets.
DR BT key customers special discounts. e o pibim e results in order to review
progress.

3 b research to find out what
customers need. 8 i s o o e quickly with complaints.

4 oSl staff training programmes in O o bl e the customer is happy with
customer care. the outcome.

S S procedures so they are customer T10) *Caspeesancomatodiinchord from complaints.
-focussed.
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Active listening

o How do you know if someone is not listening to you? How does it make you feel?

Q Which of the following do you do to show peaple that you are listening to
them? Can you add any other suggestions?

* look people directly in the eye at all times

* nod your head often to shaw interest

* repeat what the speaker has said in your own words

* be aware of the speaker’s body language

« interrupt the speaker often to show you are listening

« think about what you are going to say while the speaker is talking

* use body language to shaw you are attentive

* tryto predict what they are going to say next

* ask questions if you do not understand

* say nothing until you are absolutely sure that the speaker has finished

G O 10.4 Listen to three conversations in which people are talking about
customer service.

1 Make notes under the following headings:
a) Product or service
b) Reasons why service was good or bad

2 Listen again. Tick the words and phrases in the Useful language box that
you hear. Then add other words and phrases of your own.

Q Work in pairs. Describe two examples from your own experience where the
service you received was:
a) excellent b) poor.

When your partner is speaking, make an effort to listen actively. Use some of
the language from the Useful language box.

Useful language ]

Showing interest Clarifying
Really? Are you saying ... ?
That’s interesting. What (exactly) do you mean by ... ?
Right / OK / Mmm / Could you be more specific, please?
Yes / No
Summarising
Showing empathy (So) you think....
I know what you mean.  (So) what you’re saying is ...
How awful!
Repetition / Question tags
Asking for details A We've reduced customer complaints by 30%.
So what happened? B 30%? / Have you?

What did you do?

|89
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Background

You are members of the Customer Services
Department of Hermes Communications, a
telecommunications company based in
Switzerland. You sometimes receive
correspondence, telephone calls and voicemail
messages from customers who are unhappy
with the products or service of your company.
You have to deal diplomatically and effectively
with these dissatisfied customers and to come
up with solutions to their problems.

_'H-_

Vo

\

1 Work in pairs. One of you is the Customer
Service Manager and the other is the
Assistant Customer Service Manager. Read
the written correspondence.

ﬂ 10.5 Then listen to the telephone
conversation and the recorded message
and make notes. Because you are so busy,
decide which complaints you will handle
now as a priority, and which you will leave
until later.

2 Discuss how you are going to deal with the
complaints that you have prioritised.

3 Asone group, discuss how you could
improve the service you offer to your
customers.

AT,

Writing

Write a short report for the Director of
Customer Services summarising the
problems that customers have experienced
and make recommendations for improving
the service to customers.

S Writing file page 144



Complaint 1

| To... I {email@uspemail.co.uk I

From... l | cust.serv.-@hermes.co.uk |

Subjact: | complaint

I’'m writing to you because I've been trying to get through
to your helpline unsuccessfully for the past three days. I've
called at various times of the day and night and never get
through. I wish to query something on my monthly bill. Is
there any point having a helpline if it's always busy?

lintend to visit you next week to discuss this in person at
your regional office.

10 Customer service |

Complaint 4

FAX

—

1 Customer Services Department
From...

I R
| LCmdg Chu
Date: [24 November |

I’m writing to complain about the mobile phone I bought from you a
month ago. I chose it because it had a big screen, much bigger than
most models. Unfortunately, the battery loses power very quickly. I
think this is due to the large screen size and I have heard about other
people with the same model and the same problem. There is clearly a
design fault.

T would like to know what you are going to do about this situation.
I paid a lot of money for the phone, but it’s causing me a lot of
problems.

Complaint 3

—_— = —

[ -
To... ;I Customer Services Department

—

[ From... Simon Reed

Date: _sth October

I’'m writing to complain about your terrible customer
service. | topped up my phone using my credit card on
two occasions (£20 each time), however the amount
wasn’t credited to my account. It’s not so much the loss of
£40 which upsets me. I'm sure I'll get it back. But my
phone didn’t work when | needed it to make an urgent
call to an important client. This is not the sort of service |
expected from a company as well known as yours. I'd like
to know how you’re going to compensate me.

TRANSMISSION

I became a subscriber to your service
because you promised six months of
cheap-rate calls to the US, where my
daughter lives at present. So imagine
my horror to find this service
withdrawn, with no explanation from
you, after only three months.

Then you wrote to me asking for an
extra £30 a month to maintain the
previous level of service. I find this
absolutely outrageous.

Complaint 5

As a mobile phone user and subscriber with
your network for the past five years, I have
been very pleased with the level of service
provided.

However, recently, I've been experiencing
headaches. After visiting my doctor, he
informed me that this could be due to mobile
phone use. As I am in sales and travel a lot,
| am on the phone up to three hours per day.
1 was not previously aware of any health risk
associated with mobile phones and am now
very concerned about the long-term health
risks of prolonged exposure to microwave
radiation.

I’ve heard of other cases like mine and
therefore I would like to know what your
company is doing about this problem.

1 look forward to hearing your comments
with interest.

Yours sincerely,

Karherine Sands



11 Crisis management

OVERVIEWY

Listening
Managing crises
Reading

Keeping your client
relationship afloat

EI Vocabulary
Noun phrases with and

without of

Language review
Contrast
and addition

Skills
Asking and answering
difficult questions

D Case study

Game over

m o Discuss the following.

1 What crises do business managers have to face?
2 When, in your opinion, does a business problem become a crisis?

3 Think of a crisis you have experienced. Say what happened and how it was
handled.

Q Crisis management experts have identified the following key steps for
companies in a crisis. Use them to complete the chart below. Then discuss
your answers.

1 Set up a crisis management team.

Try to predict what crises could occur.

Role play a potential crisis.

Inform the directors.

Disclose as much information as you can.

Analyse the actions you took to deal with the situation.

Write down and circulate your crisis management programme.
Practise making decisions under stress.

Work out an action plan to ensure the crisis does not happen again.
Find out what happened and how it happened.

O O~y OOt D WN

[
(=]

Before the crisis During the crisis After the crisis

Loz
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PEM

‘ When written in Chinese,
the word crisis is
compounded of two
characters — one
represents danger, and
the other represents
opportunity. ’

john F Kennedy (1917-1963),
3s5th US President

o O 11.1 Listen to the first part of the interview with Mike Seymour, an
Managing crises expert on crisis management. What three crisis areas does he mention?

9 O 11.2 Listen to the second part. Mike mentions three things that
companies should do to prepare themselves to manage crises. What are
they?

G O 11.3 Listen to the third part and describe the crises in the following
companies.

i 1 Johnson and Johnson
2 Heineken
] 3 Union Carbide

4 Mercedes

A Mike Seymour

Q O 11.3 Listen to the third part again. What are the characteristics of
a) good crisis management, b) bad crisis management?
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Reading
Keeping
your client
relationship afloat

What problems could arise?

G Read the article and answer these questions.

1 What went wrong with the ship?

2 How did the passengers feel and why?
3 What can happen if you do not deal effectively with a service failure?

4 What interesting statistic highlights the consequences of poor service?

Keeping your client
relationship afloat

$0000000000000000000000000000000000000080000000000000000

by Morgan Witzel

The passengers of the
Aurora had every right to
be angry. The round- the-
world cruise for which they
had paid thousands of
pounds was cancelled after
persistent engine problems.

Yet there was little anger
among the passengers.
While the ship was held off
the south coast of England,
the passengers remained
calm and even cheerful.
Though many expressed
regret as they finally
disembarked, they were not
hostile towards the ship's
operators, P&O. This may
have been due to the
company’s management of
the crisis.

Dealing with a service
failure is a formidable task
for any marketing
manager. If poorly handled,
the consequences can be
bad public relations,
desertion by customers and
even lawsuits. The Aurora
story shows how managers,
if they move quickly, can
avoid some of the worst
effects of service failures.

While high-profile cases
are still relatively rare,
companies everywhere
may regularly suffer small
service failures. Plumbers
fail to fix leaking drains,
restaurant meals are
often undercooked or
holidaymakers find their
hotel room is directly above
an all-night disco. Every
45 failure is bound to create

a dissatisfied customer,

which in turn creates other

problems for the company.
Unhappy customers tend
so to tell others of their
experience. Studies in the

W
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US have shown that
dissatisfied customers tend
to tell around ten other
55 people of their bad
experience; even worse,
they can take their stories
to the press.
Dissatisfied customers
60 also defect to rival
businesses. Although every
service failure will be
different, some Dbasic
principles can assist in
65 recovery. The first is early
recognition of the problem.

In P&O’s case this was easy:

everyone involved knew

that the large ship was not
70 going anywhere. Other
failures are harder to
detect, especially when
management is asleep at
the wheel.

The second principle is
accepting responsibility.
Many companies prefer to
argue with customers over
where responsibility lies,
80 without realising that
damage 1is being done
regardless of who is at
fault. Although there are
limits to the
responsibilities companies
should accept - such as
accidents and injuries that
were not the company's
fault - there is usually little
profit in scoring moral
victories over customers.
Hence clothing retailers
often have a no-questions-
asked policy on returned
goods, believing that the

75

8

v

90
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harm done by the
occasional dishonest
customer is more than
outweighed by the

100 satisfaction created among
the rest.

Once responsibility is
accepted, the two most
urgent needs for the

0 Imagine you are going for a holiday on a ship around the world.

105 company to address are
communication and
compensation.
Transparency is vital.
Academic studies have

110 shown that when faced
with product or service
failure, companies that
communicate truthfully
and promptly with their

115 customers receive a
favourable response. These
customers feel that their
concerns are actually being
addressed and taken

120 seriously. In the Aurora
case, senior P&0O managers
were often on hand to
provide information to
passengers, who regarded

125 this as a positive feature.

Compensation must be
carefully matched to the
customer’s dissatisfaction.
Too small an amount

130 trivialises the customer's
experience and can give
offence, but it is also
possible to go too far the
other way. Researchers in

Service industries often
have their compensation
benchmarks. In the holiday
sector, the standard was set

150

by the 19th-century
155 inventor of the package
holiday, Thomas Cook, who
made it his policy to refund
in full the money paid by
any customer whose
160 holiday was curtailed or
cancelled, and offer a
discount on their next
booking. P&O’s policy
would have pleased Cook —
165 the company reportedly
offered the same level of
compensation to the
passengers of the Aurora.
Not every package holiday
170 company follows this
example,

Following these simple
principles should please
most customers most of the

175 time. Research across a
wide variety of service
industries over the past 20
years confirms that a
successful service recovery

135 the US found an example of 180 operation reduces or even

a hotel chain that had a
policy of instantly
refunding the full room
rate to any guest with a

140 genuine complaint, no
matter how trivial. Yet
many customers — against
expectations - found it
embarrassing to be given

145 hundreds of dollars in
compensation when they
had merely complained
about a faulty light fixture
or a dripping tap.

eliminates any consumer
dissatisfaction.
The aborted cruise of the
Aurora was disappointing
185 for P&O passengers. But
the consequences could
have been far worse. Many
of the passengers said they
planned to travel on a P&O
190 cruise in the future.

From the Financial Times

FINANCIAL TIMES
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5 What are the four basic principles you must consider when dealing with a
crisis?

6 What do P&0 and Thomas Cook have in common?

7 What is the surprising fact in the last paragraph?

G The writer provides guidelines for dealing with a crisis. Read the article again
and complete the guidelines with words from the following box.

encourage  deal compensate communicate
’ ensure  concede listen take '
FL T I B that monitoring systems are efficient
2 . o e AT T customers to complain
3 with complaints
1 G — A s— failures seriously
) | 00 FESEERENE o I 6 o I JEEE to customer views
6 responsibility where necessary and appropriate
7/ —y————— quickly and effectively
- ST SR customers fairly

0 Now give some examples of crises which were either well or badly managed.
Which of the guidelines in Exercise C were or were not followed?

Vocabula Match words from each box to make word partnerships, adding the word of if
ry
Noun phrases necessary. For example, action plan, admission of liability.

,Wlth and I actior- -admission- contingency action conference confidence
without Of damage flow legal loss information -tiabitity— limitation
press  press speed plan -ptan— release response

e Complete these sentences with the word partnerships above.
1 How quickly management react to a crisis is known as the

2 Inabreaking crisis, a manager may speak to the media at a(n) ............... .

3 Alternatively, they may have a written statement which is given to the
mediain the form of @......ccevvvennenn. '

4 During the crisis, management may choose to keep customers, employees
and shareholders up to date with a regular ..................... .

5 Astrategy for dealing with a crisis is a{n) ..ooevvveeveennnnn.. i

6 Abackup strategyis a(n) ........ceueue...... :

7 Therisk of being taken to court is the threat of .......uvenn......... :

8 An acceptance of responsibility in a crisis is a(n) veoceeeevevveeereesennns P

9 Following a crisis, a company may suffer a decline in loyalty from its
customers, or a(n) .occeeeeeveerevenennen. in its product or service.

10 Minimising the negative effects of a crisis is kKNOWN @S vv.veevevevveverieriinnn.

(@ Answer these questions.

1 Which of the above would you expect to happen or be needed
a) before a crisis?  b) during a crisis?  ¢) after a crisis?

2 Which of the abave, in your opinion, should exist all the time?

los
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Language review

Contrast and
addition

T 3 — - |

We can use while, although and whereas to make a contrast. i

Although your business may not need to prepare in advance for a crisis, you must at
least know who to call when a crisis occurs.

Despite and In spite of are like although, but they are followed by a noun, |
gerund or noun phrase.

Despite being new to the job, she handled the crisis well.

We use however to link together two sentences which are in contrast to i
each other.

The report on the crisis had many recommendations. However, some of them were
not implemented.

We use furthermore, moreover and in addition to show addition (extra
information)

We’ve set up workshops. We’ve ensured that all staff know what to do in a crisis.
In addition, we’ve written a manual.
3 see page 135 I

o Look at the article on page 94 and find examples of addition and contrast.

@ Underline the correct words.

1 The crisis was badly managed. However | While, we learned a lot from it.
2 Although | Despite we set off in good time, we still arrived late.
3 Although [ In spite of the delay, he still arrived at the start of the meeting.

4 The Japanese office has crisis management meetings, whereas / in addition
the Hong Kong office has none.

5 We are likely to meet our financial targets this year. Moreover, | However,
the new product lines are performing much better than we anticipated.

G Complete the article below with a suitable word from the box.

however while / although despite moreover / furthermore

Is the hotel and tourism industry in crisis?

The hotel and tourism
industry has been
suffering in the last few
years due to world events.
The general economic
downturn has reduced the
industry’s growth rate
changes in the world’s
weather have had a
negative on the industry.

........................................ 2 B CTISiS
some journalists

have  worked. industry’s revenue.
hayve T s ettt S et b ST = o e OO e Tt 2

suggested that the tourism
industry is in crisis, other
commentators have been

they have had a much
greater effect on leisure
tourism than on busmess

the revenue from this
source could be even
greater in the future as

more positive in their travel. .....cccoeviiveiennnnen. many airlines are

analysis. business travellers targeting this segment of
Promotional campaigns accounting for no more the market.

undertaken by thetourism than one fifth of

industry to reduce the travellers, they contribute From the Financial Times

negative effects of the nearly half of the

FINANCIAL TIMES
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o The Chief Executive of a pharmaceutical company is answering questions at

Asking and a press conference. The company is accused of offering bribes to doctors and
answering medical staff in order to increase sales.
difficult questions Read the questions and statements from journalists. In each case decide

whether it is: a) neutral / polite b) forceful / aggressive.
1 Could you answer my question?

2 Would you mind answering my question? What is your policy about gifts to
customers?

Could you please tell me how many sales staff you employ?

Could you tell me how many sales staff you employ?

Do you deny that bribery is a common sales strategy of your company?
Could I ask why you're replacing your Sales Director?

Da you mind if | ask how many letters of complaint you have had from doctors?
I'm interested in knowing whether you consider yourself an ethical company.

Isn’t it true that you don’t care how your staff behave as long as they meet
their sales targets?

10 May | ask why you didn’t investigate the allegations more quickly?
11 Surely you're not saying that no payments were made?
12 Could you clarify what gifts can be offered to customers?

v Oy N W

Q 011.4 Now listen to the questions above being spoken. Have you changed
any of your answers to Exercise A?

O The responses below are from a speaker at a press conference. Decide
whether the speaker is answering a question which is:

a) neutral / polite — one which helps them to explain their message.
b) forceful / aggressive - one which they can’t or don’t want to answer.

1 I'm afraid I'm not in a position to comment on that.
That’s a very good question. Let me explain.

I’'m sorry, | can’t possibly comment an that.

I'm afraid | don’t know the answer to that one.

Sarry, | don’t have any information on that at the moment.
No comment.

C'll be happy to answer that.

I’'ve no idea off the top of my head.

I'm pleased you raised that paoint.

I'm glad you asked me that.

Sarry, I'm not prepared to answer that at the moment.
12 Can | get back to you on that one?

O 0y N1 D WN

[T
» O

(@ Role play the following situation.

A mobile phone company has been attacked in several newspapers for using
‘dishonest’ methods to sell its phones. The managers arrange a press
conference to defend their company’s reputation and answer questions.

Managers turn to page 148.
Journalists turn to page 153.
Read your role cards, then hold the press conference.

lo7_
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Background

The article below appeared in today’s edition of Euronews, a weekly newspaper
published in English throughout Europe.

High Street Retailer in Pirated Goods Row

Retailing chain Titan Stores was
accused last night in a TV
documentary of selling illegal
software products. The
documentary claimed that
pirated copies of the best selling
computer game Race against
Time were flooding the market
in Europe.

According to the programme, in
the last three months Titan
Stores have sold approximately
50,000 packs of the game, said

to be illegal copies from a
supplier  based in th<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>