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Introduction

What is Market Leader, and who is it for?

Market Leader is a multi-level business English course for businesspeople and students of business
English. It has been developed in association with the Financial Times, one of the leading sources of
business information in the world. It consists of 12 units based on topics of great interest to everyone
involved in international business.

This third edition of the Intermediate level features completely updated content and a significantly
enhanced range of authentic resource material, 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 25 years’ teaching and managerial experience in the UK, Japan and Hong
Kong. He has also worked as a teacher trainer at the British Council in Tokyo, and was until recently
Head of the English Language Centre and Principal Lecturer at London Metropolitan University.

David Cotton (centre) has over 40 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 was until recently a Senior Lecturer at London Metropolitan University.

Simon Kent (right) has over 20 years’ teaching experience, including three years as an in-company
trainerin 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.
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INTRODUCTION
What is in the units?
You are offered a variety of interesting activities in which you discuss the topic
of the unit and exchange ideas about it.
VOCABULARY You will learn important new words and phrases which you can use when you carry

out the tasks in the unit. You can find definitions and examples, and listen to the
pronunciation of new vocabulary in the i-Glossary feature on the DVD-ROM.

A good business dictionary, such as the Longman Business English Dictionary,
will also help you to increase your business vocabulary.

You will read authentic articles on a variety of topics from the Financial Times and

other newspapers and books on business. 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 and a variety of scripted
recordings. You will develop listening skills such as listening for information and
note-taking. You can also watch the interviews on the DVD-ROM.

LANGUAGE REVIEW This section focuses on.common problem areas at 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.

CASE STUDY The Case studies are linked to the business topics of each unit. They are based
onrealistic 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 opportunity to practise your speaking skills in realistic business
situations. Each Case study ends with a writing task. Afteryou’ve finished the Case
study, you can watch a consultant discussing the issues it raises on the DVD-ROM.

WORKING ACROSS These four units. focus on different aspects of international cor.nmunication.'
They help to raise your awareness of potential problems or misunderstandings
CULTURES . . . . .
that may arise when doing business with people from different cultures.

REVISION UNITS Market Leader Interm‘ediate thirc? edition also'contains four revision units,
each based on material covered in the preceding three Course book units.
Each revision unit is designed so that it can be completed in one session
or on a unit-by-unit basis.
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‘Products are made in the factory, but brands are made in the mind.’
Walter Landor (1913-1995), branding pioneer

o~

OVERVIEW

Brand management

LISTENING

Present simple and
present continuous

SKILLS
Taking part in
meetings
CASE STUDY
Hudson Co

N Work with a partner. List some of your favourite brands. Then answer these
questions.

1 Do you / Would you buy any of the following brands? Why? / Why not?

Coca-Cola Ikeé Microsoft Tesco Chanel

IBM General Electric Virgin Nokia Kellogg’s

Toyota Google Intel Samsung Ford

McDonald’s Mercedes-Benz _Disney Marlboro China Mobile |

2 Which of the brands above do you think feature in the top-ten Interbrand list in both
1999 and 20077? (Check your answeron page 134. Are you surprised?)

3 Pick some of the brands above which interest you. What image and qualities does each
one have? Use these words and phrases to help you.

value for money  upmarket timeless well-made classic
durable inexpensive coot reliable stylish
| fashionable sexy sophisticated  fun |

4 How loyal are you to the brands you have chosen? For example, when you buy jeans,
do you always buy Levi's? Why do people buy brands?

5 Why do you think some people dislike brands?

B «) CD1.1 Listen to two speakers talking about brands. What reasons does each
person give for liking or disliking brands? Which person do you agree with?



languagedownload.ir

VOCABULARY

Brand
management

See the DVD-ROM
for the i-Glossary.

UNIT1 »- BRANDS

Match these word partnerships to their meanings.

v W e

O 00 N O

11
12
13
14
15

loyalty a) the title given to a product by the company that makes it
image b) using an existing name on another type of product
stretching o) the ideas and beliefs people have about a brand
awareness d) the tendency to always buy a particular brand

name e) how familiar people are with a brand (or its logo and slogan)
launch f) the set of products made by a company

lifecycle g) the use of a well-known person to advertise products
range h) when products are used in films or TV programmes
placement i) the introduction of a product to the market
endorsement J) the length of time people continue to buy a product
leader k) the percentage of sales a company has

research I) customers of a similar age, income level or social group
share m) the best-selling product or brand in a market

challenger n) information about what consumers want or need
segment o) thesecond best-selling product or brand in a market

Complete these sentences with word partnerships from Exercise A.

0 N O W

10

14
12

No one recognises our logo or slogan. We need to spend more on advertising to raise

A fashion designer who launches his or her own perfume is an example of............ :

The ............ of Mercedes-Benz is such that its products are seen as safe, reliable,
luxurious, well made and expensive.

George Clooney advertising Nespresso is an example of ............ .

A consists of introduction, growth, maturity and decline.

Tesco’s wide ............ means that it appeals to all sectors of the UK market.

The use of Aston Martin cars and Sony computers in James Bond films are examples

of ool .

Microsoftis the ,........... in computer software.

In countries with ageing populations, the over-60s age group is becoming an
increasingly important............ .

Pepsiis the............ in carbonated soft drinks.

Focus groups and consumer surveys are ways of conducting ............ .

Discuss these questions.

1

A o~ W N

What are the advantages and disadvantages for companies of product endorsements?
How can companies create brand loyalty?

Can you give any examples of successful or unsuccessful brand stretching?

Think of a cheap or expensive idea for a product launch.

What other market segments can you identify (e.g. young singles).

What action can companies take if they start to lose market share?
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UNIT1 == BRANDS

«) cp1.2 Chris Cleaver is Managing Director, Business Brands at Dragon Brands.
Successful Listen to the first part of the interview and tick the points that he makes.

brands Abrand ...
1 helps people to become familiar with a product.

2 gives a product an identity.
3 increases the sales of a product or service.
4 enables the target consumer to decide if they want the product or not.

«) cD1.3 Listen to the second part of the interview and answer the question.

What is the main function of a brand?

Chris Cleaver
4) Cp1.4 Listen to the final part. In which two ways has Chris Cleaver’s

company helped Nokia?
Watch the

;ZLEZLZ?:JM n Think of three brands you really like and discuss what ‘appealing and
J persuasive’ ideas they communicate to you.

What is the brand image of Dior?

Building luxury
brands B

Skim the article on the opposite page quickly and say which of the following
points are mentioned:

1 The high profit margins on bags
2 Investing in markets that may take some time to grow

3 People are ready to pay a lot of money for very high-quality things because
they are beautiful.

4 Building customer loyalty through ready-to-wear

Read the article and complete the notes in the maps below. Then correct the
ten mistakes.

— need for .........ccooveeeiinnnns
values of a historic

........................ need for expansion

balances good times —

get out of office
bad times
( communicates with TOLEDANO ~ time on

organisation
best advice J
assistant
Bernard creative types 4

Arnault / \
[3
calculator

wear — de Castellane jewellery —

Galiano [/ O\ e
i people from different

countries

of shareholders

newness what happens next
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UNIT 1 »- BRANDS

FT

Restless pursuer of luxury’s future

by Vanessa Friedman

Sydney Toledano (Dior’s Chief
Executive) is one of the longest-
serving chief executives in the
luxury industry. As the industry
goes global, he must balance the
demands of shareholders and the

K

realised China would one day be
prime territory for luxury.

‘I met some factory owners,
and they were working so hard,
but then they would bring you to
a restaurant and it was clear they

values of a historic label, the need wanted to enjoy life.” he says.
for exclusivity and the need for 40 ‘And [ thought: one day these
expansion. people are going to have money
He routinely communicates with and they are going to spend it.’
his demanding boss, Bemard Arnault, A few years later. Bemnard
main shareholder of Christian Dior, Amault  contacted  him.  “The
and a number of creative types, *° mterwew' took 15 minutes. He':
including Dior’s clothes designer knew —exactly what he wanted.

s John Galliano and jewellery designer
Victoire de Castellane.
‘The best advice 1 ever got was

50

says Mr Toledano: to take a small
couture house he had bought
out of bankruptcy and build it
into the biggest luxury group in

that(,i [WIle': nme: tha e ff? “q- )r/lou the world. Mr Armault has used

nhe.ec‘o g¢ Smg S eg Dior to create LVMH (Louis Vuitton
A [UNES, ATe. 200k, ) You §Wh. SP80 Moét Hennessy, the world’s largest

time on the organisation,” says luxury group).

Mr Toledano, who travels almost s Christian Dior can double in

every week to one of Dior’s 224
stores round the world. ‘You have to
look for newness, look for what is
happening next. Forget the calculator.
Understand the people from different
countries and what they want.’

It was by spending time in China in
the 1980s, for example, when he
worked at the French leather-goods
house Lancel, that Mr Toledano first

coming

65

five years, he says. ‘There may
be difficult times coming, but if you
look at the Middle East, China, even
Europe, | believe there is growth
coming, and we have to develop our
network and perfect our supply chain.’

The next wave of luxury buyers
is now in the new terntories:
the Middte East, Russia.
Hong Kong and South Korea.

Sydney Toledano, CEO Dior
Mr  Toledano

believes  not
only that a brand should go to
its customers but that it should
anticipate their needs and invest

70 early in markets that may not show

real growth for up to six years.

next wave

Brazil

need to

Russia

India

in five years

perfect market

develop supply chain
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UNIT 1 »» BRANDS

10

LANGUAGE REVIEW
Present simple

and present
continuous

The present simpte and the present continuous have several uses.

e We use the present simple to give factual information, for example about
company activities.
Christian Dior Couture makes luxury, ready-to-wear fashion.
Dior Homme targets the male consumer.

e We use the present simple to talk about routine activities or habits.
Toledano routinely communicates with his demanding boss.
Toledano travels every week to one of Dior’s 224 stores.

e We use the present continuous to talk about ongoing situations and projects.
Fashion house Christian Dior is now selling baby bottles.

e We use the present continuous to talk about temporary situations.
Dior is currently looking to recruit a marketing director for the UK and Ireland.

Grammar reference page 146

Which of the time expressions below do we usually use with the present
simple? Which do we usually use with the present continuous? Which are
used with both?

[ usually this year every day now
i often nowadays once a month currently
| at the moment these days six months ago

Complete these sentences with the present simple or the present continuous
form of the verbs in brackets.

1 a) Atthe moment,eBay............ (work) with brand owners to remove fake items.
b) eBay............ now (spend) $20m a year analysing suspicious sales.
2 a) LouisVuittonusually............ (sell) its products through authentic Louis Vuitton
boutiques.
b) Atthe moment, Louis Vuitton............ (negotiate) with Hubert de Givenchy.
3 a) Both Apple and BlackBerry............ (launch) important new products this year.
b) These days, a lot of people............ (have) a BlackBerry.

Complete this text with the present simple or the present continuous form
of the verbs in brackets.

The Google brand ............ ' (grow) rapidly. According to the Millward Brown Brandz
report, it............ ? (hold) first place in the list of top 100 brands. In fact, the IT field
............ * (dominate) the top-ten corporate brands. Google ............“ (operate) websites

at many international domains, the most popular being www.google.com, and
............ ® (generate) revenue by providing effective advertising opportunities. Google
always............ ¢ (focus) on the user, and consumers usually............ " (see) Google as
quite trustworthy.

Nowadays, companies............ ? (begin) to recognise that brands are amongst their most
valuable assets. They understand that brands ............ ? (become) ever more powerful

in driving business growth. Strong brands............. '* (generate) superior returns and
protect businesses from risk. Google currently ............ " (hold) the top position, but it
has to keep innovating if it wants to remain number one. BlackBerry and Appte are the two
fastest-growing brands in the top 100, and China Mobile............ " (grow) steadily, too.
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UNIT1 >~ BRANDS

«) cp1.5 Four marketing executives at a sports sponsorship agency are
talking about finding a new sponsor for their client, a well-known media
company. Listen to the conversation and answer the questions.

Taking part in
meetings
1 Why does the client want to change the sport they sponsor?

2 Which four sports do the executives consider?
3 Which sport does Mario suggest? Why does he suggest it?
4

What must David do before he contacts Larry Harrington's agent?

¢) cD1.5 Listen again and complete the extract.

Joy Well, there are several possibilities. ............ "ice hockey?It's an incredibly fast,
exciting sport, it's very popular in America and in a lot of European countries.

David OK, that’s a possibility. ............ ?_Natasha? Would ice hockey be a good choice?

Natasha Mmm,............ ", It's not really an international sport, is it? Not in the same way
as baseball, for example, or ... tennis.

David  ............ “_baseball's got a lot more internationat appeal, and it's a sport that’s
got a good image. | don’t know about tennis — I'm not sure it would be suitable.
Mario, ............ 5

Mario ... ¢ motor racing would be perfect for our client. It’s fast, exciting, and
theTV coverage of Formula One races is excellent. They would get a lot of
exposure, itwill really strengthen theirimage.

David That’s a great idea, Mario. ............ "get in touch with Larry Harrington’s agency

and see if he’s interested? Harrington’s young, exciting — he'd probably jump
atthechance to work with our client. They're a perfect match. But first | must
check with our client and make sure they’re happy with our choice.

Which of the phrases in Exercise B are:

1 asking for opinions? 3 agreeingor disagreeing?

2 giving opinions? 4 making suggestions?

u Role-play this situation.

Jeanne de Brion is a jewellery company in Boston, USA. A year ago, it launched a line
of jewellery with the brand name *‘Cecile’. This is the name of the French designer who
created the collection. Unfortunately, the Cecile line has not achieved its sales targets.
Three directors of the company meet to discuss how to improve sales.

Work in groups of three. Read your role cards, study the Useful language
box and then role-play the discussion.

Student A: Turn to page 134.
Student B: Turn to page 140.

Student C: Turn to page 143.

ASKING FOR GIVING OPINIONS AGREEING DISAGREEING MAKING

OPINIONS SUGGESTIONS

How do you feel | think /1 don’t think That's true. | see / know what I think we should

about that? that’s a good idea. | agree. you mean, but | think reduce our prices.

What do you think? In my opinion, we Absolutely. WIETESTa/problemt How about a special

What's your view? need new products. Exactly. I'm not so sure. promotion?
(tHinkS oo Maybe, but that’s not Why don’t we talk to

enough.

the big stores?

Maybe / Perhaps
we could offer
incentives.

11



Casestudy

CORPORATION

A luxury luggage manufacturer is facing
increased competition from cheaper imports.
It must decide how to protect its brand and
create new markets for its products.

Background

Hudson Corporation, based in New Jersey, USA,
makes top-of-the-range luggage and travel
accessories. It is a well-known brand name in the
USA. Its suitcases and bags are associated with
high quality, traditional design and craftsmanship.
Hudson emphasises in its advertising that its
products are ‘made in America’. Recently, the

company’s market share in the USA has decreased.

One reason for this has been the increased
competition from Asian companies selling similar
products at much lower prices.

A year ago, the management decided to boost
sales by entering the European market, focusing
initially on Switzerland, Germany, France and

Italy. They set up a branch office and warehouse
facility in Zurich, which would be the base for their
European expansion.

What problems do you think Hudson will face
on entering the European market? Make a list
of your ideas.

Market research

Hudson recently set up a series of focus groups to
find out how consumers perceived the company’s
brand in the USA.

Which of the findings do you think may have
contributed to the company’s lower market share
in its home market?

Do you think Hudson’s % of people
luggage and bags are: answering ‘yes’
expensive? 72

exclusive? 56

value for money? 48

good quality? 82
old-fashioned? 68

exciting? 15

innovative? 18

«) CD1.6 Four of Hudson’s
American managers are
talking about the problems
they could face in Europe.
Listen and make notes on
the key points.



"MARKETING STRATEGIESIN
FOR EUROPE — OPTIONS

Reposition the brand

Sell Hudson suitcases and bags at medium price
ranges. Manufacture the products in a country
where labour costs are low, e.g. India or China.

Do not promote the products as ‘Made in America’.
Use a high-volume, low-cost strategy for Hudson'’s
core products.

Develop the Hudson brand

Promote the Hudson products as an exclusive
brand and keep the ‘Made in America’ tag. Sell

the products in the higher price ranges. Use product
placement in films and television to support the
brand. Hire a famous, sophisticated, influential

man and woman to endorse the products. Two
well-known French film stars have shown interest

in endorsing a new range.

UNIT1 »» BRANDS

Hire a top designer

Employ a top designer to produce a new range
of smaller suitcases and shoulder bags aimed at
businesspeople travelling in Europe and at rich,
younger, fashion-conscious buyers. Sell the
products under a new label.

Develop a wider product range

Sell a wider range of products under the Hudson
label, e.g. trolley-backpacks, document cases,
briefcases, name-card holders, shoulder bags for
men and women. Sell at lower, competitive prices.

Stretch the Hudson brand

Put the Hudson brand on high-quality watches
and jewellery. Make an agreement with the Swiss
manufacturers of these top-of-the-range products.

Develop sales using e-commerce
Sell the existing product lines via the Internet at
very competitive prices.

1 Work in small groups as directors of the Hudson Corporation.
Hold an informal meeting. Consider the advantages and
disadvantages of each option listed above. Choose two of
the marketing strategies which Hudson should focus on to

expand sales in European markets.

2 Meet as one group and decide which two marketing
strategies you will use to develop salesin European markets.

Writing

Asthe CEO of Hudson Corporation, write an
e-mail to the head of European Marketing
Associates, David Wright, summarising the
actionsyou agreed totake at your meeting,

with David Wright and his associates.

. Writing file page 127

Watch the Case study commentary on the DVD-ROM.

O

with your reasons. Suggest a time for a meeting

13



OVERVIEW

British and
American English

LISTENING
Hyatt Hotels

READING

What business
travellers want

LANGUAGE REVIEW

Talking about the
future

SKILLS
Telephoning: making
arrangements

CASE STUDY

14

Travel

‘Flying? I've been to almost as many places as my luggage.’
Bob Hope (1 903—2003) Amencan humourist

24, cumrs&usus PANHARD DESSERT LE RESEAU ROUTIER 19, av. nwav . PARIS

COMPLETANT LES GRANDES LIGNES
MARITIMES, AERIENNES, FERROVIAIRES

GULIKTE Y Discuss these questions with a partner.

1 How often do you travel by air, rail, road and sea?
2 Do you enjoy travelling? What don’t you enjoy about it?

3 Put the following in order of importance to you when you travel.

comfort safety price reliability speed

Does the order of priorities change for different types of travel?

Choose the correct words from the box to complete the following list of
things which irritate people when flying.

cabin car;ce_llétions checl;-s fo_o_d" - jet S
luggage ~_queues room seats trolleys

1 notenoughleg............ 6 overbookingof............

2 lostordelayed............ 7 flightdelaysand............

3 long............ at check-in 8 tirednessand............ tag

4 poor quality............ and drink 9 delays for security ............

5 nobaggage............ available 10 oversized hand luggage in the............

«) cp1.7 Listen to three people talking about their travel experiences.
Tick the problems in Exercise B that they mention.

Which of the things in Exercise B irritate you most? Which irritate you least?
Discuss your ideas with a different partner.



UNITED

M A I

N LI NERS

VOCABULARY

British and
American
English

See the DVD-ROM
forthe i-Glossary. .
C

COTE DAZUR

PULLMAN _ EXPRESS

Match the words and phrases which have the same meaning. For each pair,
decide which is British English and which is American English.

1 subway a) line

2 city centre b} lift

3 carry-on baggage ¢) public toilet
4 oneway d) schedule

5 return e) economy class
6 freeway f) single

7 rest room g) first floor

8 elevator h) bill

9 coach class i) booking
10 timetable j) round trip
11 car park k) downtown
12 queue I} motorway
13 check m) underground

14 reservation
15 ground floor

n) hand luggage
o) parking lot

Work in pairs. Use the American English words or phrases from Exercise A
to complete this text.

My last overseas business trip was a nightmare from start to finish. First of all, there

was a delay on the way to the airport, as there was an accident on the .fr.gglp_lg){. ' When |
got there, | found the lower level of the airport............ ? was flooded. Next, my ............
was too big and heavy, so ! had to check it in. When we arrived, the

............ “ was closed, and there were no cabs at all. After a long time trying to figure out
the............ *andwaitingin............ ®for 40 minutes, we finally gota bus ............
and found the hotel. Then there was a problem with our room............ ® and, would you

believe it, the . .......... ’ wasn'’t working, and our rooms were on the fifth floor.

«) cD1.8 Listen to the recording and check your answers to Exercise B.

15
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UNIT2 >~ TRAVEL

Hyatt Hotels \

Sholto Smith

Watch the

interview on
the DVD-ROM. @

What business
travellers want

16

n 4) cp1.9 Listen to Sholto Smith, Area Sales Director for Hyatt Hotels, talking
about how the company meets the needs of business travellers. Listen to
the first part and tick which of the following he mentions.

Location of hotels Good links with Close to the airport
underground networks

Totally non-smoking Good restaurant Close to client’s office

Technology Internet Business centre

Swimming pool Translation services Free transport to hotel

B %) cp1.10 Listen to the second part and complete the notes on the ways
hotels are adding value to their guests’ stay.

Ok S Seten ‘ona daily basis

® Membershiptothe............ ............
® Newspapers

e Transportation to and from the............

® Ashuttle service to:

¢) cp1.11 Listen to the third part and summarise the future developments in
the business travel market that Sholto mentions.

E In groups, discuss what is important for you when staying in a hotel, for
either work or pleasure.

What factors do you consider when choosing an airline?

E Work in pairs. Complete the table below for your article. (You may not be
able to answer every point.)

Student A: Read the article on page 17.
Student B: Read the article on page 134.

Edmond Moutran John Cox
job Chairman of Memac

Ogilvy & Mather
nationality British

travel destinations
amount of air travel
choice of class
choice of airline
likes

dislikes

travel to airport
hotel requirements
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by Jill James

As more carriers open up more routes,
travelling to and around the Middle
East has never been easier.

Edmond Moutran, the 63-year-old
Chairman and Chief Executive
of Memac Ogilvy & Mather. the
multinational advertising and
communications company, should
know. The Lebanese execulive
reckons he spends 60% of his
working ‘week in the air. ‘I spend
200 days in Beirut, 40 days in Dubai,
40 days in Bahrain and 25 in the
UK. [ also spend one week in each
of Cairo, Jordan, Jeddah, Riyadh,
Kuwait, Tunis and Algeria. I go to
South Africa once a year, Barcelona
once or twice a year for conferences
and I go to Paris four times a year.’

He says his choice of airline is
dictated by convenience, but his
preference is for Middle East Airlines
and its ‘new aircraft and equipment,
and well-trained, fresh and energetic
staff’. His second choice is Gulf
Air, with Emirates third, followed

3
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by British Airways and Air France.

He always travels with his wife,
Liliane, who worked with him
until very recently, and prefers to
travel first class. He also uses business
class. He says he will travel economy
‘in an emergency’.

He uses airline lounges. ‘I want
good chairs, plenty of newspapers and
television. Airlines that spend millions
on décor and have uncomfortable
chairs really need to look at
themselves.'

‘MEA gets me a car to the airport
and they open a special counter for
me as an individual,’ he says. ‘Staff
take your boarding pass, check you in
and walk you through to the lounge.
The airline saves me about an hour of
standing in line. It shows real respect.
You don’t really get this extra-
special treatment on other airlines.
With MEA, it's the whole process
— that’s why I'm so loyal to them.’

So what annoys him most about
flying? ‘The attitude of crew and

Counting the ways to bridge the gulf
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staff sometimes,’ he says. 'If they're
tired of their jobs, they should
give it up. I also dislike the casual
attitude of ground staff. Employees

should be trained to cope with
customers who have problems.

Mr Moutran says that problems with
ground staff are one of the reasons he
hates travelling to the US. ‘No one
ever has time to answer a question
there,” he says. He also doesn’t like
the lack of openness shown by airlines
when there are problems and delays.

In pairs, share information about the two articles. Compare the attitudes of

the two travellers. Whose point of view is closest to yours?

1 Peak travel happens a)
2 When you check in, b)

3 Frequent-flyer points are  ¢)

relax.

Match the sentence halves to complete the definitions of the words in bold.
achange to abetter seat or level of service.

aroom in a hotel/airport where people can sit and

a card you must show in order to get on a plane.

all the people who work at an airport, but not the

awarded by airlines to reward customer loyalty.

at times when the largest number of people are

4 Anupgradeis d)
pilots or cabin crew.
5 Aloungeis e)
6 A boarding pass is f)
travelling.
7 Ground staff are g)

you go to desk at a hotel/airport to say you have arrived.

Complete the text with the phrases from Exercise D.

I don’t always pay a lot of money and | try toavoid............ '. However, | do travel a
lot, earn............ *and usually getan............ > to first class. The airline gets me a car
to the airport. | am met by helpful............ ‘ Theytakemy........... > and help me
............ ¢ Thentheytakemetothe............”, where | read the newspapers.

17
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LANGUAGE REVIEW

Talking about
the future

We can use different language forms to talk about the future.

e We use going to to talk about what we intend to do and have already decided to do.
My colleague and | are going to attend our Chairman’s wedding in Seattle next month.
Some airlines are going to increase fuel surcharges this week.

e We use will or ’l{ to talk about something we have decided to do at the time of
speaking.
The deal’s off. I’ll call the travel agent to cancel the flights.

e We use the present continuous to talk about a fixed arrangement.
I’m travelling from Australia to Europe in September.

e We use the present simple to talk about a timetable or programme.
The flight leaves Ho Chi Minh City at 11:30 on Tuesday. It arrivesin Danang at 12:40.

Grammar reference page 146

u Complete each dialogue with the correct form of going to or will.

1 A Have you decided where to hold the sales conference?

B Yes,we........... book the Emory Centre in Atlanta.
2 A Ican’tfind my passport.
B OK, you look in your bag, and I............. check the back seat of the car.
3 A What are you planning to do in Tokyo?
B We........... meet our agent to discuss next year’s advertising budget.
4 A I'm afraid the flight's been cancelled.
B | need to get there tonight.l............ take the train. | think it leaves at nine.
5 A The Hertz counteris a good place to meet.
B OK, I............ wait for you there.

E Choose the correct tense (present continuous or present simple) to complete
the sentences.

1 We stay [ are staying at the Ritz for next week's conference.

2 According to the timetable, the coach departs [ is departing from Victoria at 8:00,
reaches Lille at 12:30 and arrives in Paris at 13:30.

Excuse me, what time is the conference beginning | does the conference begin?
What do you do [/ are you doing on Tuesday afternoon?

What time is this train getting | does this train get to Osaka?

A v & W

Next time, | travel [ am travelling to Madrid by train.

In pairs, take turns to complete the sentences below. Use going to, will, the
present continuous or the present simple.

The flight’s delayed,so.............

OK, I've decided. I .............

Let's check the timetable. The flight ............

It's OK, I don’t need a lift. I.............

Friday afternoon? I'll just check my diary. |.............
There are two flights to Hong Kong on Friday. .............

It's all arranged, we.............

0 N O N W N

Next week, .............

18
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4) cD1.12, 1.13 Jennifer North, Sales Director at Madison in New York, makes
Telephoning: two telephone calls to Cristina Verdi, a fashion buyer in London. Listen and
making note a) the purpose of each call and b) the result.

arrangements
B %) cD1.12 Listen to the first call again and complete this extract.

Jennifer I'm calling because I'll be in London nextweek and..........c. v.oovevnenn.
................................................ "tosee you. | want to tell you about
our new collection.

Cristina Great. What ......oooov v i 22 I'm fairly free next
week, | think.
Jennifer L ’2In the afternoon? Could . ........... vovvuveennn.
4
............ then?
Cristina Letmelook nOW. Let......ooein veiiiiiiis e e, > Yes, that'd be
noproblematall. ............ ............ ® two o’clock? Is that OK?

4) CD1.13 Listen to the second call again and complete this extract.

Receptionist Thank you. I'm putting you through ... Hello, I'm afraid she’s engaged at

the moment. ............coviiiin " or can | put you through to her
voicemail?
Jennifer Would you be able to take a message for me, please? I'm in a bit of a hurry.

Receptionist Yes, certainly.

Jennifer The thingis, | should be meeting Ms Verdi at 2 p.m., .cocovvvinns coriennn,
........................ ’. My plane was delayed, and I've got to reschedule my
appointments. pr055|ble ............................................................
tomorrow, ............ B TR To1 110, 1 111 R SR E————————
............ * here at the hotel, please, to confirm?

Receptionist Certainly. What’s the number?

jennifer It's ...

ﬂ Role-play these two telephone situations.

1 Student A, you are a company employee who has arranged to meet Student B,
a colleague from one of your subsidiaries. Explain that you cannot keep the
appointment and give a reason. Suggest an alternative day.

2 Student B, you are on a business trip to Singapore and need to stay an extra day.
Your hotel is full. Telephone the airline office. Talk to the representative, Student A,
to arrange a different flight and a night at another hotel.

ANSWERING THE IDENTIFYING MAKING CLOSING CHANGING
PHONE YOURSELF ARRANGEMENTS Good. So, I'll see you ARRANGEMENTS
Hello, Carla This is / My name’s Could we meet on on the 8th. I'm afraid | can’t come
Rodriguez speaking. Karin Nordby. Monday at 11:007? Thank you. Goodbye. on Friday. I'm very
Good morning, Tiger Karin Nordby How/What about Right. / OK, then. busy thelglg
Ltd. speaking. june 12th? dniJhlamaT i Bes I'm sorry, | can’t make
oK? something on that
MAKING CONTACT STATING YOUR i morning.
od i PURPOSE
ig ;l\;\}:tti?] T(?gils(e I'm calling about ... Weve sORSY
| ! . RESPONDING appointment for ten
please. The.rea.son I'm That's fine/OK for me. o'clock, but I'm afraid
g:llélsd(::;;/retrtnheem callingis ... Sorry, | can't make it something’s come up.
3 then. Could we fix another
please? T
No problem. ¢

19



BUSINESS TRAVEL SERVICES

Background

Business Travel Services (BTS) is based in Philadelphia, USA. One of its most important clients is the large
multinational corporation NeoTech, whose head office is also in Philadelphia. Recently, NeoTech’s senior
executives have had problems when they have been on business trips organised by BTS.

Home | Flights | Hotel bookings | Carrental | Conference | Insurance

e = =

Who we are

BTS provides a full range of corporate travel
services. We are highly experienced in handling
the requirements of today’s business traveller.
Among our many clients are multinational
companies which are household names.

What we do

Our travel consultants work to produce top-value
fares and the best itineraries to suit the needs

of your staff. We will minimise your expenses

by arranging your staff's travel at the right

price, getting additional discounts for you and
establishing direct contact with the best service
providers. All our overseas partners are selected
because of their high standard of service, attention

to detail and quality of product.

We offer: Flights, Hotel bookings, Car rental, Conference bookings, Insurance

Stage 1

The Head of Travel at NeoTech phones the Account
Manager of BTS to set up a meeting, so that they
can discuss the problems that executives have had
while on business trips.

In pairs, role-play the telephone conversation to
set up the meeting.

Student A:

You are Head of Travel at NeoTech. Turn to page
135 to read the information in your diary and check
when you are available for a meeting.

Student B:

You are the Account Manager for BTS. Turn to page
140 to read the information in your diary and check
when you are available for a meeting.

Stage 2

NeoTech’s Head of Travel phones BTS’s Account
Manager to change the time of the meeting. Some
equipment has been stolen from their office, and the
police are investigating. The Head of Travel suggests
meeting in two weeks' time on a Wednesday.

BTS's Account Manager cannot meet on the
Wednesday — he/she is giving a speech at an
international travel conference. He/She suggests
an alternative day and time.

Role-play the telephone conversation.

Stage 3

Following a request from BTS's Account Manager,

NeoTech’s Head of Travel sends summaries of four
problems which senior executives at NeoTech had
during recent business trips (see page 21).



Hotel Problem

Last Thursday, | checked into the £

xcelsior Hotel.

| had been upgraded and
h floor, Well, | stayed there
e to another

The receptionist told me

my room was on the 16*
for an hour or so, then asked to mov
room. The ‘upgraded’ room had no safe for my

money, and the lighting was very bad. Also, there
was a group of noisy people next door.
dn't take

of lugg

The new room was no better. | coul
a shower because there was no water for fo.ur
hours. The coffee machine didn't work, the ice
f order and the desk was too

H was out O i
machine e.actlon,

small. | called the receptionist to get Sj°m
but she seemed too busy to do anything.

This hotel simply isn't up to standard. What can

you do about it for me?

Car Rental Problem

The rental office at the airport couldn’t give me the car I had
reserved. It was in the medium price range at $250 a week.
Instead, they offered me a choice;

* asmaller car, which was uncomfortable and had a small trunk;
* abigger car for anextra$20 a day.

T'was expecting a free upgrade, but the clerk on the desk refused to
do that. His attitude was ‘take it or leave it’. So I hired the bigger car.
When the company billed me, I ended up paying $490 for the car.

—

age didn’t arrive, [ reported
promised to find the b

later, they wrote say
me to fill out a claj

mgnth, then they asked me to send re
articles. | didn’t b

IU's three months later, a
e-mails and letters getn
merged with another company
the problem. Can you help? ’

Diverted Fight

Work in groups of four. One of you is BTS’s Account
Manager, the other three are travel consultants who work
with the Account Manager.

1 Each member of the group (Account Manager/travel
consultants) reads one of the problems above and
makes notes about it.

2 Each person summarises the problem for his/her
colleagues, and answers any questions they may have.

3 Aftereach summary, the groups discuss the following:

e Did the executive in each case deal with the
probiem effectively? Why? / Why not?

e What can BTS do to help to solve the problem?

e What is the best solution for each executive? What,
if anything, should he/she hope to getfrom the
company concerned?

UNIT2 »» TRAVEL

C—Df&‘ C_Uffafe_

Three months ago, [ py

-avelled 10 At

‘bags and send them 1o me. g
Ing they couldn’t find the ba
m form. I didn’t he

ave receipts for the |ost items.

O response. The

| was on a flight to Moscow, but theflight
was diverted to Helsinki because of bad
weather.There was a lot of confusion at
Helsinki because the airline sent all thel
passengers to the same hotel for the nught.
Some passengers became very aggressive
when they tried to get a room.! had to share
aroom with another passenger. The hotel
made all passengers pay for their rooms.
The next morning, we had to wait six hours
in a cold terminal for the flight to Moscow.

The airline wouldn't pay for our hotel
expenses.They said the circumstances were
'beyond their control’.! think we s.hould be
compensated for all the inconvenience.

Writing

As the Account Manager for BTS, write
an e-mail to NeoTech’s Head of Travel,
apologising for the inconvenience. Offer
some compensation and explain what
steps BTS has taken to make sure a
similar problem does not happen again.

Writing file page 127

Watch the Case study

commentary on the
DVD-ROM. o

nd still no news from the airline. My

airline has recently
and I wonder if this js part of

anta, Georgia. Two pieces
the loss to the airline. They
ome weeks
gs and asked
ar from them for another
ceipts for all the missing
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i Change
‘If you want things to stay as they are, things will have to change.’
Giuseppe Tomasi di Lampedusa (1896-1957), Italian writer

OVERVIEW

VOCABULARY R

Describing change

READING

Mercedes, shining
star

LISTENING

Helping companies [ = . .
to change ) 2 siaal o
LANGUAGE REVIEW '

Pastsimpleand . s .
present perfect . : ! : -

SKILLS

Managing meetings

CASE STUDY

Acquiring Asia
Entertainment

EY which of these situations would you find the most difficult to deal with?
1 Moving house 5 Driving abroad
2 Losing a pet 6 Anew boss
3 Moving to another country 7 Getting married (again!)
4 Changing your job 8 New neighbours

What has been the most significant change in your life so far?

Which of these business situations would worry you most? Why?
You find out that your company will be merging with another company.
You keep your job after a merger, but you are in a less powerful position.
You keep your job after a merger, but you have to take a salary cut.

Your company has to relocate to the other side of the city.

You are asked to relocate to a foreign country.

You are promoted, but are now in charge of a hostile workforce.

You have to move from your own office to a large, open-plan office.

You have to work with a completely new computer system.

1
pi
3
4
5
6
7
8
9

You have to decide who to make redundant in your new department after a merger.

10 Your company language becomes English.
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UULUITVEYE Y write the verbs from the box under the correct prefix to make words

Describing connected with change. Use a good dictionary to help you. Some of the
change words can be used with more than one prefix.
assess centralise date develop grade launch
locate organise regulate size structure train
down- de- up- re-
organise

E Complete these sentences with the correct form of the verbs from the box
in Exercise A. Use a good dictionary to help you.

1 Following the merger, the office layout was reorganised to accommodate the
new staff.

2 The most successful change in our company was the decisionto............ the
company. Now there is more opportunity for promotion.

3 It is now so expensive to rent offices in the city centre that many companies are
............ their operations to purpose-built business parks at the city limits.

4  The company has recently............ its workforce. Reducing the number of
employees is the best way to stay profitable in the current economic climate.

5 Toimprove efficiency, the company has introduced new working practices. The HR

department will............ all sales staff.

6 One of our products hasn’t been selling well recently. The marketing team has
decided to take it offthe marketand ............ it next year with new packaging.

7 The IT department report recommended that the company ........... the computer

system as soon as possible.

8 The CEO thinks that too many decisions are made at Head Office. She wants to
............ the decision-making process so that branch managers are more involved
at an earlier stage.

9 The company has finalised the plansto............ the disused car-park site. It is
going to become a fitness centre for employees.

10 The logo and slogan are very old-fashioned. We need to............. the whole image
of the product and bring it into the 21st century.

11 There is a lot of pressure on the government from consumer groups to............ the
industry and remove controls, so customers can benefit fromincreased competition.

12 Following the report by the legal department and changes in the tax laws, the
management decided to............ the situation and delay making a decision on
the takeover.

Underline the nouns in Exercise B that make partnerships with the verbs.

EXAMPLE: the office layout was reorganised

See the DVD-ROM
forthe i-Glossary.

E In pairs, describe the changes that have happened in a workplace you
know well.

23
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FT

Mercedes star twinkles once more

by Richard Milne

The Mercedes star is gleaming again.
In 2002, it suffered as dramatic a
fall as any luxury brand could, as
it reported its first losses for nearly
two decades and saw its quality
slip so far that newspapers were
full of stories of cars that kept on
breaking down.

‘Mercedes should not make
losses. That is absolutely clear,’ says
Dieter Zetsche. who became Head
of Mercedes in September 2005
and Chief Executive of its parent
company, Daimler, three months
later. *But we have great results now
and we are starting to change the
culture in many ways.’

Indeed, so much has Mercedes
changed that in three years
it has gone from the worst-
performing of the large luxury car
makers to the trailblazer. Executives
at its bigger-selling rival BMW look
enviously atits 9.1-per-cent return on
sales last year (and even more so at
the 10.4 per cent it made inthe fourth
quarter — compared with BMW's 5.4
per cent in the third quarter).

Much of that turmaround is due
to Mr Zetsche, famous for his
walrus moustache. He was not
the first automotive executive to
take on two jobs, but he has been

Mercedes,
shining star
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one of the most successful with it,
using his operational experience at
Mercedes to help him at Daimler.
Mr Zetsche says that combining
roles is essential for his management
style. He is also keen to stress that
Mercedes has a team approach.

Mr Zetsche was hard from the
outset, cutting 14,500 jobs — 8.500 in
production and 6.000 administrative
staff. That broke the pattern of
Mercedes providing a job for life
to workers. But it had a dramatic
effect on the bottom line. Mr Zetsche
says: ‘Productivity gains don't get
you anything if you don’t reduce
personnel.” Mercedes’ recent success
is also linked to a big improvement
in its product quality and the launch

55
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of some well-praised models, headed
by the new C-Class saloon.‘Mercedes
is building cars that people want
to buy again and, for once, they
even look better than BMWs,’” says
one London-based analyst.

The debate on reducing carbon-
dioxide emissions could hit Mercedes
hard. But the company, for now. is
choosing to highlight the launch of
20 fuel-efficient models this year.

All of this has put a spring back
in the step of a company that, in
Mr Zetsche's words, also acts as a
‘mirror on German society’. It has
also restored lustre to Mr Zetsche's
star, which was tarnished by the poor
performance of Chrysler, the US car
maker that was owned by Daimler.

m Read the first two paragraphs quickly and decide if the statements are

true (T) or false (F), according to the article.

The fall of the Mercedes luxury brand was not as severe as other brands.

In 2002, Mercedes' losses were its first for three decades.

In 2002, Mercedes cars were famous for their reliability.

Dieter Zetsche is the boss of Mercedes and Daimler.

Find words and phrases in the first five paragraphs of the article that
mean the same as the following.

0 N OO WN R

sudden and surprising
a period of 10 years

failing

the first company to develop new methods of doing something

someone that you compete with

jealously

a complete change from a bad situation to a good one

the financial result of a company’s business (i.e. profit or loss)
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Anne Deering

Watch the

interview on
the DVD-ROM.
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Without looking back at the article, try to match the words to form
common word partnerships.

1 luxury a) executive
2 chief b) models
3 parent c) effect

4 fourth d) company
5 management e) brand

6 fuel-efficient f) style

7 team g) approach
8 dramatic h) quarter

Now check your answers in the article.

According to the article, which of these factors helped Mercedes improve
its performance?

Mr Zetsche’s walrus moustache

Having BMW as a rival

Being hard

Increasing jobs

Giving workers security for life

Using Mr Zetsche’s operational experience
Cutting jobs

Building cars the experts want them to build

O 0 N O & W N P

Lowering product quality
10 Improving the looks of new Mercedes cars
11 Producing new models

12 Using a team approach

Imagine you are Mr Zetsche. What other actions would you have taken
at Mercedes?

«) CD1.14 Anne Deering is Head of Transformation Practice at international
management consultants AT Kearney. Listen to the first part of the
interview and complete the gaps.

1 Whatarethey............ ocooiviies e, !, how are they going to ............
............ ...y and how will they know they've ......ccccee voeeeennl?
2 Make sure peopleare ............ ..ooeueinn. " in the change, that they feel this is
something theyaredoingfor ............ * and not something which is being done
6

«) CD1.15 Listen to the second part. What are the two main problems that
businesses face when going through change?

¢) CD1.16 Listen to the final part, where Anne talks about Nokia-Siemens
Networks, and answer the questions.

1 What was the main purpose of the merger?

2 What do these numbers refer to?
a) 8,000 b) 72
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LANGUAGE REVIEW

Past simple and
present perfect

26

Managing
meetings

e We use the past simple for actions at a particular point in the past.
In 2002, Mercedes suffered a dramatic fall.
Dieter Zetsche became Head of Mercedes in September 2005.

e We use the present perfect for actions linking the present to a point in the past.
Since 2005, Mercedes has gone from the worst-performing of the large luxury car
makers to the trailblazer.

Grammar reference page 147

Which of the following expressions are used with the past simple and which
are used with the present perfect? Which are used with both?

in 2010 since 2009 yet -
this week yesterday ever
recently - N last year six months ago |

Complete this short business brief about Vietnam using the past simple or
the present perfect forms of the verbs in brackets.

Vietnam............ ' (go) through many changes in its history and ............ ? (experience)
many economic changes recently. It is currently experiencing an economic boom. In
1986, the government............ ’ (introduce) economic reforms or doi moi (doi meaning
change and moinew). The reforms............. : (permit) the setting up of free market
enterprises and............ : (abolish) the practice of collective farming. However,
agriculture remains the most important part of the economy. Vietnam ...........
(recently/become) the second largest producer of rice in the world after Thailand. The
industrial sector............ " (show) dramatic improvement and expansion as well. In

1993, the World Bank............. ® (declare) 58% of the population to be living in poverty.
By 2005, this figure was less than 20%. Vietnam ............ ° (also/make) great strides on
the international stage in the last decade orso. It ........... % (become) a full member of
ASEAN in 1995, and of the WTO in 2006. The effects of this new-found prosperity can

be seen everywhere. Large, glitzy malls............ ' (appear) in major cities, while streets
once filled with bicycles are now overflowing with locally produced Japanese, Korean
and Chinese motorbikes and cars. Business visitors wishing to relax in a more traditional
Vietnamese town should visit Hoi An. Hoi An............ ' (be) a major Asian trading port

in the 17th and 18th centuries, and its picturesque architecture and relaxed lifestyle
............ v (change) little over the years.

Talk about recent changes that have happened in your town, company
or country.

Think of two meetings you have attended that were a) successful and
b) unsuccessful. What were the reasons in each case?

«) CD1.17 Four managers are discussing their company’s policy about
smoking. Listen to the meeting and answer the questions.

1 Why are some people not happy with the behaviour of the staff who smoke?
2 What is Eduardo’s solution to the problem?

3 Why does Mitsuko object to Eduardo’s proposal?

4 What proposal does William make?
5

Do the managers reach a decision about the smoking policy?
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STARTING
OK, let’s get down to business.

Right, can we start, please?

SETTING OBJECTIVES
The purpose of this meetingis ...
The aims of this meeting are ...

ASKING FOR REACTIONS
How do you feel about ...?
What do you think?

UNIT3 »» CHANGE

¢) CD1.17 Listen again and tick the expressions in the Useful language box

that you hear.

DEALING WITH INTERRUPTIONS
Could you let him finish, please?

Could you just hang on a moment,
please?

KEEPING TO THE POINT
I’'m not sure that’s relevant.

Perhaps we could get back to
the point.

SPEEDING UP
| think we should move on now.

Can we come back to that?

You are managers of a retail fashion chain called Young Scene, with stores

SLOWING DOWN

Hold on, we need to look at this
in more detail.

| think we should discuss this a
bit more.

SUMMARISING

OK, let’s go over what we’ve agreed.

Right, to sum up then ...

in most major European cities. You are holding your regular management
meeting. Use the CEO’s notes below as an agenda for your discussions.
A different person should chair each item.

Briefing notes

1 Performance-related pay

4 Carbon footprint

Following changes to the bonus system,
sales staff in stores now receive monthly
bonuses according to their individual

sales. Unfortunately, while the new system
is popular with staff, it has led to many
complaints from customers about sales
staff ‘fighting’ over customers in order to
secure sales and therefore bonuses.

Is the system making staff too competitive?

Stock control

In line with its philosophy as a ‘green’
company, it has been suggested that
Young Scene should be reducing its
carbon footprint, meaning that air travel
should be kept to a minimum. Buyers and
managers would in future travel by train
within Europe. Outside Europe, they would
use economy class or budget air travel
only. Is this practical or indeed desirable?

End of clothing allowance

Managers at many outlets are reporting
problems with the system of organising
and finding items for customers in the
stock rooms. This is causing delays
and causing frustration for both staff
and customers.

The main question seems to be how to
organise the stock — by size, by style or
by colour?

Shoplifting

Following a recent increase in shoplifting,
Young Scene now employs security guards
in all its stores. There has been a number
of complaints from customers that they find
the guards intimidating. This is starting to
affect sales, although shoplifting itself is also
down. What can be done about this issue?

Sales staff in stores currently receive a
clothing alfowance, which takes the form
of a 50% discount on Young Scene
clothes, which staff then must wear at
work. One suggestion is to cut this to 10%,
or stop this completely and introduce a
compulsory company uniform.

Staff meetings

The current practice is to open ali stores
two hours later one day a week in order

for the store manager to hold a meeting

with all staff. It has been suggested that

this meeting be held after hours in future
to maximise opening hours.
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Casestudy w

How can an international media group integrate the new

Hong Kong-based company it has recently merged with?
L i i : {

Background

Last March, readers of an Asia-Pacific business magazine, Investor International,
were given information about an Australian company, the Decker Group.

COMPANY PROFILE

Main activities

Deckeris a diversified media group with interests in
broadcasting, entertainment and Internet services.

Recent developments

Decker has recently merged with a Hong
Kong-based media company, Asia
Entertainment. In a press release, the
deal was described as a merger, but

Decker is the real decision-maker.

Company: Decker Group
Located: Sydney, Australia
Workforce: 35,000

Turnover:  A%$4.6bn

Reasons for Decker’s acquisition

1 Decker will expand its presence in a dynamic new
market, China.
It will use Asia Entertainment for further expansion into
Asian markets such as Singapore, Malaysia and Vietnam.

Asia Entertainment has a growing online presence
through its successful DVD viewing service

Comment

Asia Entertainment seems to be a good fit with the Decker
Group. However, there may be problems when a different

style of management, the "Australian way of doing things’,
is introduced into the Asian company.

The new Chairman and Chief Executive will be Scott
Henderson. A graduate from the Harvard School of Business,
Scott Henderson has a reputation for being a strong teader
who is not afraid to take difficult decisions. He is a fluent
speaker of Mandarin Chinese.
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UNIT3 » CHANGE

4) cp1.18 Scott Henderson, the new Chief Executive, gave an interview to a Hong
Kong TV business channel. He was asked about the recent acquisition of Asian
Entertainment. Listen and note what he says.

Problems
ltis now a year later. The change of ownership and new management style at Asia

Entertainment have caused many problems. The e-mail on the right illustrates some
of the difficulties.

To: J "Robert Crawford, Vice-President o ]

From: | | Cindy Chow, Director, Human Resources l

Subject: Effects of the merger B ]

Staff are very unhappy about the changes. I'm worried about the high staff turnover and low
morale. These are some of the reasons for the problems.
1 Re-applying for positions
The management has asked all employees to re-apply for their jobs. Staff feel very uneasy
and insecure. People do not want to compete against each other for jobs.
2 Redundancies
Redundancies are expected. Employees in HR and Sales feel particularly threatened. Many
employees from these depaitments are tooking for new jobs, which is affecting productivity.
3 Compensation
Staff are already being made redundant. However, the compensation package is poor. They
are also receiving no help to find new jobs.
4 English language skills
The management has insisted that all staff must improve their English, but no financial help
has been offered towards the cost of English courses.
5 Management style
These are typical comments made by staff.
= They're trying to do things too fast — there's a new computer system we don't
understand; and they're ordering lots of Australian films for our rental service, but we
know nothing about the films.
« They want an informal atmosphere, but we don't want to use first names — we're not
used to that.
= The food in the staff restaurant is awful. The new manager's Australian, she's changed
most of the dishes. We have to eat a lot of food we're not used to. There are too many
dairy products and not enough fresh vegetables and fish.
* Most of the management jobs have been given to Australians. There are not many
Chinese in senior positions — everyone's complaining about it.
= We don't know what's going on. We don't know where the company is going and what
our strategy is. Quite a few of us don't who our boss is, or what our duties are.
« We feel we're losing our Chinese identity. Our bosses don't understand us, our customs
are so different. Our new managers are only interested in results.

Group A: new Australian managers led by e Background: why are staff resisting the changes?

Scott Henderson

Group B: senior executives from Asia
Entertainment who have kept their jobs
following the merger.

Each group prepares separately for the meeting.

A group of senior managers meets to resolve the problems.

1 Work in two groups. 2 Hold the meeting as one group. The agenda is as follows:

e What mistakes is the new management making, if any?

e What practical action(s) can be taken to improve
the situation?

* What can be learned from this experience? How can the
company manage change more effectively in the future?

Wntmg Watch the Case study
Write the action minutes for the above meeting. commentary on the @
Writing file page 129 ?V__D'ROMf_

29



WORKING ACROSS CULTURES

ownload.ir

1 Socialising

L4

Q In small groups, discuss this question.

If you're listening to spoken English, what do you
find most difficult?

e the speaker's accent

e the speed at which he/she is speaking

e the words he/she uses

Look at these strategies for dealing with
accents. Rank them in order of the ones you

prefer (1 = best strategy, 6 = worst strategy).

e Ask the speaker to talk more slowly.

e Ask the speaker to repeat what he/she said.

e Checkthat you understand by saying things like
‘Are you saying ...?".

¢ Interrupt and ask questions to slow the
speakerdown.

e Listen to English radio on the Internet.

e Watch English-language films.

Are there any other strategies you would use?

If you were meeting a group of business
people for thefirst time in a social setting,
e.g. in the bar of a hotel or the restaurant
at a conference, what subjects would you
discuss in the first half hour?

@ ) cp1.19 Listen to the first part of a

conversation between two executives.
They are attending a conference in
Seattle, USA, on management software
systems. They meet at the hotel breakfast
table, introduce themselves and have a
conversation. Answer the questions.

1 What are the names of the two executives,
and where do they come from?
2 Which of these subjects do they mention?
a) the name of their company
b) their position in the company
c¢) where theyare from
d) the performance of their company
e) theirjourney to the conference centre
f) their reason for coming to the conference
g) their accommodation

G %) cp1.19 Listen again and answer the
questions.

1 What do Antonio Silva and James Whitfield
say when they first meet each other?

2 Complete the chart with information from
the conversation.

Antonio James

Type of company office equipment

Job title

Company
performance

Flight

Systems Analysf

Accommodation

° %) cD1.20 Listen to the second part of the
conversation and answer the questions

1 Whois:

a) a senior official?
b) a director?
¢) a managing director?

2 List the two topics which they discuss
in their conversation.

@ %) cp1.20 Listen again and fill in the gaps.

Let me do the introductions. I'm
James Whitfield, I'm from Atlanta,
Georgia,and 'ma_........... ! for New
Era............. 2Antonio Silva from
Brazil. He'sa ............ 3with an office
equipment firm.

James

Antonio ............ s

Klausie e ons 5. I’'m Klaus Liebermann, 'm a
colleague of James’s. I'm the............
of New Era’s............ 7. And this is

Ludmila Poigina from............ 8, She’s

a director of an engineering company.

0 Which of the executives:

a) has not yet seen the city?
b) has already seen some of the city’s sights?
c) probably knows the city quite well?

o Two speakers, David Broadus and
Jerry Chin, are strongly recommended.
What s said about each one?

| ol
-
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You are all attending a conference on customer care at a large hotel in New York. You all meet
in the hotel restaurant and find yourself on the same table. You must introduce yourself and
have a conversation. Find out two things youhave in common.

1 Work in groups. Choose one of the 3 When you are ready, meet the other

followingroles.

e Manager of a five-star hotel

e Sales Supervisor in a large department store
e Manager of a regional branch of a bank

e Head of Customer Service in a mobile
phone company

e Owner of a chain of prestige hairdressing
salons

e Manager of a call centre
e Owner of an expensive restaurant

e Sales Representative of a real-estate
agency

Prepare for the task by looking at the
questions below. Make notes of your
answers.

members of your group and practise
your social English.

How will you introduce yourself?
What is your name and nationality?
Where are you from?

What is your position and the name o fyour
company or business?

How is the business doing? Is it successful
orin difficulties?

Howdid you travel to the conference?
Were there any problems getting there?

Where are you staying? Are you satisfied
with your accommodation? If not, why not?

Haveyou visited the sights of New York yet?
If not, do you wantto visit them? If so,
which ones?

Which speakers interest you? (There are
four main speakers from the US, France,
Switzerland and Hong Kong.)




1 Brands
Complete the text with the correct words.

Topalino is a well-known brand of sweets and chocolates owned by ABG, a company
based in Maribor, Slovenia. It focuses mainlyon............ ' products and was the market
............ *in exclusive confectionery.

In the last two years, however, Topalino’s market ............ * has declined by almost 25%.
There are at least two reasons for this decline.

First, supermarkets in the region are now selling sweets of similar quality at much lower
prices, so more and more consumers say that Topalino is no longer ............ “ for money.
The economic downturn has naturally made people more price conscious, and brand
............ *is suffering as a result. A possible solution would be to reduce the price of at
least a number of products so that they are in the medium ............ ¢ of prices.

Secondly, a lot of middle-aged people find the logo childish and the packaging old-
fashioned and unexciting — in other words, they no longer find the brand ............

attractive. In order to appeal to this important market ............ ®, Topalino is thinking
of coviviini. ’its main products and expandingits product ........... .
1 a) inexpensive b) upmarket c) influential
2 a) leader b) launch c) awareness
3 a) label b) logo ) share
4 a) price b) margins c) value
5 a) stretching b) research c) loyalty
6 a) range b) order c) list
7 a) name b) image ¢) label
8 a) segment b) survey ¢) challenge
9 a) endorsing b) repositioning c) generating
10 a) numbers b) range c) list
PRESENT SIMPLE Complete the text with the present simple or present continuous form of the
AND PRESENT verbs in brackets.
CONTINUOUS _ , . ,
Sarika Gupta is a technology programmer, and she............ (love) what she ...........
(do). She............ * (work) for Datascope, an exciting IT company based in Bangalore,

‘the Silicon Valley of India’, and she is also a shareholder in the company. Datascope
............ * (gain) an excellent reputation worldwide for its innovative products and
solutions. Not only areits young engineers extremely skilled, theyalso............ * (know)
how to market their ideas. As a result, the company’s fame............. ¢ (spread) rapidly,
and currently a number of leading companies............ " (try) to enter into some form of
partnership with it.

That is why this week Sarika and Vijay, her Head of Department, ............ ¢ (not work)
at Datascope. They ............ ? (attend) a series of meetings with representatives from
global IT companies. Sarika............. ' (know) that some of these companies ............
(want) to outsource part of their operations to India, so she...... ... 2 (believe)
something good for Datascope will come out of these meetings.
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TALKING ABOUT
THE FUTURE

WRITING

UNITA »» REVISION

Complete the conversation below with the words in the box.

| afraid how opinion perhaps see so views why

Claire One proposal is that we bring out a new product under the Topalino brand.
So,whatareyour............ " on this?

Nikola Inmy . .......... ? this is the best solution if we want to regain market share.

Ivan ... *don’t we focus on our pricing policy first? Isn’t that the key issue?

Jasmina I'm............ “Ican’t agree. What we need to do to begin with is reposition
our market leader.

Rick ... > about doing both, Jasmina? We can certainly bring out a new
product and reposition another at the same time.

Jasmina l............ ® what you mean, but we’ve got to start somewhere, and thinking
about our best-selling product is what’s most important at this stage.

Claire | think, emas ez f 1o ST ® we could agree to bring out a new product

later this year.

Complete each dialogue with the correct form of will or going to.

1

A:
B:

@ 2D P » 2

I’'m afraid we haven’t received a copy of the booking form yet.

Sorry about that. If | could just have your number, I............ faxit over
to you straight away.

Have you planned the weekend excursion for our visitors from China?
Yes, Tom............ show them round the old town and the harbour.
I've just heard some bad news.

What is it?

They ............ cancel our trip to Brazil.

What about Tuesday at around nine thirty?

Fine.l ............ see you then.

Complete the telephone conversation. Use only one word for each gap.

MG
KM
MG
KM

MG
KM

MG

Marco Gallieri, Travel Section. Good afternoon............. ! can | help you?

Karim Melki speaking, from Marketing. I'd............ *to speak to Britta Keller, please.

I'm afraid Britta isn't in today. Would you like to............ ’ a message?

Yes, please. The........... “ 'm calling is that Britta is in charge of our travel
arrangements for the Dubai conference next month, and there are some
changes. First, there are now four of us instead of three. The additional name is
Sylvia Lohmar. And then Britta had booked us on flight LH630, leaving Frankfurt
at 14.55 on Monday 6th. However, I'm afraid something’s come ............ ’, and
we are now leaving on Tuesday. The flight is at about the same time, I think.

Fine, I've gotthat, Mr Melki. Was there anything else?

o 6 o
Could you just ask hertocallme........... tomorrow morning as soon as she’s
made the changes?

Right. 'll make............ "she gets the message.

............ ® for your help. Goodbye.

Study the conversation in the Skills section above and write Marco’s
message to Britta.
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Complete each set of sentences with the same verb describing change from
the box in the correct form. There are four verbs you will not need.

\ deregulate 1 The current economic climate is making people............. all of the purchases they make.
| downsize When will the government............ the impact of their economic reforms on the quality
| reassess of life?
redevelop Weneedto............ the situation before taking any decisions.
relocate L
| o TR 2 Ifyourcompany............ and you are over 50, your working life may be over.
retrain As the car industry............ , many are leaving the country in search of work.
update Breaking news: TRN United, the global electronics group, ............ its workforce by 20%.
upgrade
RS 3 Could you perhaps............ us on how the project is progressing?
We continuously............ the files with new information.
Weplanto............ our telephone system.
4 The government will soon ............ all internal flights, so the industry will probably
become more competitive.
They planto............ the capital markets and privatise most state-owned companies.
Taiwan’s government pledgedto............ its service sector within four years.
5 We bought new software and had to............ everyone to use the database.
Our agency has seen a huge increase in the number of adults looking to change
careers, either as a result of job loss or adesireto............ in a different field.
People are oftenreluctantto............ until they are convinced that their present skills

are not sufficient to enable them to find work.

PRESENT SIMPLE Complete the two conversations with the words in brackets. Use the past
AND PRESENT simple or present perfect as appropriate.
PERFECT

A: Howlong............ ' (your of fices | be) in this area?

B: Since April 2007.

A: Where ... ... ? (you | be) before that?

B: In the city centre. But the rent .......... ’ (be) outrageously expensive, SOWe ............ g
(decide) to relocate to the suburbs.

A: And............ > (you | ever | regret) your decision?

B: Frankly,we............ ® (be) slightly worried about alt the changes in the first couple of
months, butwe ............ " (soon [ realise) that it was the right move. This part of town
is extremely attractive, and in fact, it............ ° (develop) enormously over the last two

or three years.

A: Soitseemsyou............ ? (have) a very good year so far.

B: Absolutely! Sales............ ' (stand) at €16m at the end of the last quarter, and they
11 .
............ (already | increase) by 6%.

A: What about your market share?

B: It........... 1 (remain) stable since 2008, but we are confident it will increase when we
launch our new product.

A " (you / have to) make anyone redundant?

B: No.At Lortex, we pride ourselves on the fact that there ............ Y (not be) any

redundancies for over eight years.
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Cultures: Socialising

1 Complete the conversation with the words in the box. There are some
words that you will not need.

booking flying how I'm journey like
nice please staying  tired tiring where

Laura  Hi, I'm Laura Dumont. Nice to meet you.

Stefan ............ "to meet you, t00. ............ ? Stefan Kirchner.
Laura ............ ’are you from, Stefan?
Stefan I'm from Linz. That’s in Austria. ............ “about you?

Laura I'mfrom Ottawa in Canada.
Stefan You've come avery long way! How was your............ > here?
Laura Itwas fine, butabit............ ¢, Nine hours is a long time to be in a plane.

Imanaged to get a good rest yesterday, though. By the way, areyou............
at the Regency, too?

Stefan No, they booked me into a small hotel called The Winston.
Laura What'sit............ i

Stefan  Well, it’s all right, | suppose. A bit noisy, but the food and service are good.
And it’s within walking distance of the conference centre, so I can’t complain.

2 Write questions for these answers.
1 A e 3

B Not too bad. Sales are up, but we’ve had some redundancies.

2 A &

B I'm particularly keen to go to Professor Roger’s talk.
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STARTING UP [l A |

Organisation

‘Modern organisations have to be built on making conflict constructive.’

cker (1909-2005), Austrian-born

Peter Dru

Discuss these questions.

W

=

US management consultant

Lo

1 Would you like to work in the building in the photo above? Why? / Why not?

2 Which people in your organisation have their own office? Do they have their own office

because of: a) seniority; b) a need for confidentiality; c) the type of work they do?

How important are the following in showing a person’s status in an

organisation? Give each one a score from 1 (not important) to 5 (very
important).

a reserved parking space

an office with a view

a uniform

a personal business card

a company car

your name on your office door

the latest company mobile phone

an assistant

taking hotidays when you like
the size of your desk

more than one seat in your office
flying business class

a company credit card

fixed working hours
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VOCABULARY Match the words and phrases (1-8) to their definitions (a-h).
Company 1 subsidiary a) an office where people answer questions and make sales
structure over the phone
2 factory/plant b) abuilding from which goods or supplies are sent to
factories, shops or customers
3 callcentre ¢) aplace through which products are sold
4 service centre d) aplace where faulty products are mended
5 headquarters e) acompany which is at least half-owned by another company
6 distribution centre f) the main office or building of a company
7 warehouse g) abuilding for storing goods in large quantities
8 outlet h) alarge building or group of buildings where goods are

made (using machinery)

ﬂ 4) cD1.21 Listen to the comments from different places in the organisation
and write them down. Then match them to the places listed in Exercise A.

1 Stock levels have been low for two weeks now. warehouse

What do the following departments do?
1 In R&D, people research and develop new products.

1 R&D 5 Production 9 Logistics

2 Customer Services 6 Finance 10 Public Relations
3 Human Resources 7 Administration 1107

4 Sales and Marketing 8 Legal

n Match these activities (a—k) to the correct department in Exercise C (1-11).
Can you add any other activities to any of the departments?

a) deal with complaints e) run advertising i) keep records

campaigns

b) draw up contracts j) transport goods and

fily MEUSNpIEEEwel GRS k) install and maintain

g) operate assembly lines systems equipment

c) carry out research

d) train staff
h) prepare budgets/
accounts

E 4) cD1.22 Listen to three people talking about their work. Which department
do they work in? Choose from the departments in Exercise C.

B3 ) 0123 Look at these words used to describe organisations. Underline the
stressed syllable in each word. Then listen and check your answers.

1 bureaucratic 4  caring 7 centralised 10 conservative
2 decentralised 5 democratic 8 dynamic 11 hierarchical
3 impersonal 6 market-driven 9 professional 12 progressive

See the DVD-ROM @ E Which of the words in Exercise F can describe:

QLYo Glossary a) good qualities of an organisation? b) bad qualities of an organisation?
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A successful
organisation

by Sarah Murray

One of the side effects of the free food
for Google staff is what is known
as the ‘Google 15" — the number of
pounds that employees typically gain
after joining the Internet company.
But whether it is providing snacks
and gourmet meals in the canteen,
annual skiing trips or games rooms at
the office. the philosophy behind such
perks is the same — getting staff to
meet each other, interact in informal
settings and encourage teamwork.
One way the company does this is
to hold competitions in everything,
from office decorating to dancing
and football, with prizes for the

38

Read paragraph 1 of the article and choose the best definition for perks.

a) happiness and confidence in the workplace

b) something your employer gives you in addition to your pay

¢) high-quality food and drink

Read the article. Look at these key phrases that summarise paragraphs 1-3.

Then write similar phrases for paragraphs 4-7.

1 Phitosophy behind the perks

2 Competitions and celebratory funds

3 Celebrating special events / friendly place to work

Decide if the statements are true (T) or false (F). Correct the false ones.

N O s W N =

Google promotes the idea of staff getting together.

Every month, managers get money to build teamwork or reward staff.

Ninety per cent of Google Italy workers thought it was a friendly place to work.

The furniture in Google offices is different to that in most offices.

The work is challenging, and you need a university degree to work there.

Employees know what their objectives are and have the freedom to achieve them.

Employees have the opportunity to listen to well-known or important authors.

30
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winners. Managers also receive
a quarterly ‘celebratory fund’
either to reward accomplishments
or to build teamwork by going
bowling, go-karting or dining out.
The Best Workplaces survey
indicates that such initiatives have
a powerful effect. At Google I[taly,
for example, 90 per cent of the
employees agreed that ‘people
celebrate special events around here’.
Also in Italy, 100 per cent agreed
that ‘this is a friendly place to work’
and 96 per cent agreed that ‘there is
a “family” or “team” feeling here’.
Another part of Google's objective
is to make its workplace feel fun.
Massage chairs. table-tennis tables,
video games, lava lamps, hammocks,
beanbags, bicycles, large rubber balls,
couches and scooters are all part of
the furniture in Google offices.
However. when it comes to the
serious business of work, great
emphasis is placed on engaging
employees. ‘What makes Google
a great workplace is that the nature

Success can be a game with many players
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of the work itself is very challenging
and interesting,” says Nick Creswell,
the company’s university programmes
manager for Europe, the Middle
East and Africa. ‘And for the
type of people who really enjoy
an intellectual challenge, that's the
biggest appeal of working here.’
Fostering this intellectual activity
is a policy giving employees a large
degree of independence in deciding
how to work — both in terms of the
hours they work and how they do
their jobs. ‘There’s a real culture of
autonomy and empowerment.” says
Mr Creswell. “Individuals within the
business understand what their own
goals are within the context of their
teams, and they have a lot of freedom
to go out and make those happen.’
Even when it comes to learning and
development, many programmes are
voluntary and informal. Often it may be
a case of inviting university faculty in
to discuss their latest research. Google
also invites prominent writers to give
lunchtime talks about their books.
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Noun
combinations

UNIT 4 »> ORGANISATION

Match these nouns from the article (1-5) to their meanings (a-e).

1 accomplishments (paragraph 2)  a) important new ptans to achieve an aim

2 initiatives (paragraph 3) b) successindoing something

3 autonomy (paragraph 6) ¢) giving people the power to do something

4 empowerment (paragraph 6) d) teaching staff

5 faculty (paragraph 7) e) independence/freedom to make your own
decisions

Discuss these questions.
1 Would you like to work in a company like Google? Why? / Why not?
2 Would Google's philosophy work in your organisation? Why? / Why not?

3 Which of the perks or ideas mentioned in the article appeals to you the most?

We can combine two or more nouns in several ways.

1 ’s possessive: the company’s logo

2 one noun used as an adjective: labour costs

3 phrases with of: director of operations

4 compound nouns forming one word: workforce

Match these examples from the article on page 38 to the categories above.
a) Internet company

b) culture of autonomy

c) Google's objective

d) teamwork Grammar reference page 147

Find noun combinations in the article on page 38 and decide which category
they belong to.

1 ’s possessive 3 phrases with of

2 onenoun used as an adjective 4 compound nouns forming one word

Underline the most suitable noun combination in each group.

1 a) the meeting of today b) today’s meeting ) today meeting

2 a)a letter of credit b) a credit’s letter c) a letter's credit

3 a)a business card b) a card of business ¢) a businesses’ card
4 a) a data’s base b) a base of data c) a database

Compound nouns are sometimes formed with a number to make expressions
of measurement. Change these phrases to make compound nouns.

1 a plan which lasts for 10 years a IO-year plan
2 a hotel with five stars

3 abudget worth three million dollars

4 apresentation that lasts 20 minutes

5 acontract worth 200,000 dollars
6

an industrial empire which is 150 years old
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m Match each noun (1-10) to two of the following nouns (a—c) to make word
partnerships.

1 business a)—vus <I§E@ Q’@
2 management a) style b) technology ¢) consultant
3 sales a) team b) revenue c) trade

4 customer a) care b) team c) loyalty

5 company a) house b) headquarters ¢) logo

6 product a) profit b) line c) range

7 consumer a) goods b) logos c) awareness
8 research a) project b) findings c) knowledge
9 information a) technology b) force ¢) desk

10 computer a) union b) program c) virus

B3 Make sentences with the noun combinations in Exercise D.

EXAMPLE: We need to agree our business ob)ectives.

u ®) cp1.24 Listen to Richard Rawlinson, Vice-President of the management
consultants Booz & Co. Which four areas does Booz & Co look at when
analysing a company’s organisation?

Analysing

company
organisation
B #) cp1.25 Listen to the second part of the interview and answer the questions.

1 What do you need to answer on the website orgdna.com?

2 What are your answers compared to?
3 What can the comparison recognise?
4

How does Booz & Co analyse a company in more depth?

¢) cD1.26 Listen to the third part and answer the questions.

1 How was the American company organised?

What did Manufacturing and Marketing do?

Richard Rawlinson

2
3 What was the company not very good at?
4

How did the consultants want to change the organisation?

u 4) cD1.26 Listen to the third part again and complete the gaps.

We did a lot of looking at how the business............ ! where products were ............ =
where they were ............ ............ ’ how competitors were ............ * And we also had
to spend a lot of time thinking about whether we needed............ ............ * or whether
every single business unit would report back to the ............ S er,in the US.
:,’:gf]’/’i;:’veon E Wo-uld you Prefer to work f9r a company where Fhe headc!uarters n]ake the
the OV D-ROM. major decisions or for one in which regional offices are given considerable

decision-making powers?
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<) cDp1.27, 1.28, 1.29 Listen to the three conversations. Choose the correct
description for each one.

Socialising:
introductions
and networking

a) Greeting someone and talking about the weather

b) Introducing another person

¢) Introducing yourself and giving information about your company
d) Greeting someone and talking about the past / changes

%) cD1.27 Listen to the first conversation again and answer the questions.
1 Which of these expressions do you hear?

¢) Excellent!
d) How about you?

a) Nice to see you again.
b) Fine, thanks.

e) Ichanged my job last year.
f) I'min banking now.

2 Who is Head of Marketing? 3 Who now works in finance?

4) cp1.28 Listen to the second conversation again and complete the chart.

Name Company
Bob Danvers
Karin Schmidt

Activity

ﬂ 4) cp1.28 Listen to the second conversation again and complete this extract.

Bob  Well, we're basicallyan............ ' business. We supply companies and
organisations with various services including IT,............. ..ooionit. ? travel and
even cleaning services.

Karin |see.And is it a new company?

3

Bob  No, we're well established. The company was............ in the mid-1980s, and we’ve
been growing rapidly ever since. It's organised into four............ ‘. We have over
7,000............ *; we've gotour............ ®inLondonand............ "in New York,

Cape Town and Sydney — so we're pretty big.

E ®) cp1.29 Listen to the third conversation again and answer the questions.

1 What expression does Frank use to introduce Nathatie?
2 Why could Nathalie be helpful to Christoph in his work?
3 What interest do they share?

ﬂ Work in groups of four. You are all attending the same conference.

Student A:
Student B:

Student C: Turn to page 141.

} TS BEETS, Student D: Turn to page 143.

GREETINGS INTRODUCING INTRODUCING TALKING ABOUT NETWORKING
Hello, ... . Greatto YOURSELF SOMEONE ELSE YOUR COMPANY We're very
see you again. I'm from ... / I'm Can lintroduce you The company was {teraEtodi ..
i to Miriam? i
Hi, .... How are you? \(Nc'ct:n‘;a/n;;”ork for.. b l i foundedin ... Do you know anyone
, : @uEr FANayayoul We make/ who could help us?
el I'min sales. met Vladimir? manufacture/sell/

going?

RESPONDING
Fine, thanks.
Not too bad, thanks.

Pleased to meet you.

I’'min charge of...

I'm responsible for ...

| work with ...

TALKING ABOUT
COMMON INTERESTS

You and Tom have
something in
common.

You bothtike / enjoy/
are interested in ...

distribute/supply ...

We have
subsidiaries/
factories/branches/
outlets in ...

We have a workforce
of 2,000.

Could you let me
have their contact
details?

Could | call him and
mention your name?

Let me give you my
business card.
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InStep’s

. relocation

Casestudy | &

A US-based shoe manufacturer must decide whether to relocate the
head office of its European subsidiary, InStep, from Paris to a small
industrial town 120 kilometres away.

Background

Three years ago, InStep moved its factory to Beauchamp, a small, industrial town in northern
France. The plant is modern with new equipment. A large warehouse and distribution centre
were built near the factory. InStep is now considering moving staff from the Paris office
to a purpose-built, six-storey building in the same town. Beauchamp has a
population of 25,000, with a high proportion of young people. The
relocation, if it goes ahead, will create employment opportunities
for localinhabitants.

How do you think staff will react to the proposed relocation?

_ = o / What reasons might some staff have for opposing the relocation?

A ‘getting to know you’ meeting

The Vice-President of the parent company has come to Paris to discuss
the proposed relocation with two senior managers from the Paris subsidiary and
an independent relocation consultant. This group will discuss the relocation
and make a recommendation to the Board of Directors on whether to go

ahead with the relocation or not.
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Work in groups of four. Take one of these roles.
Student A: Vice-President, parent company
Student B: Senior Manager, Paris subsidiary
Student C: Senior Manager, Paris subsidiary

Student D: Management Consuitant
(an independent adviser)

As you do not know each other well, you all meet for
social reasons in the Paris subsidiary’s boardroom.
The purpose of the meeting is to get to know each
other better. Use your knowledge of social English
to create a warm, friendly atmosphere.

A communication from the Vice-President, parent company

Read the message from the Vice-President. Discuss the questions. How do you think staff
will react to this message? Do you think the benefits described by the Vice-President will

persuade staff to accept the relocation? Why? / Why not?

Yy

MESSAGE FOM Rte WCE-TRESIDEAT V -

TO ALL STAFF

A decision concerning the proposed relocation to Beauchamp will be made A
in the near future. The relocation offers our company significant benefits:

¢ The reduction in costs will boost our profits.

¢ The town council in Beauchamp has offered us tax incentives to relocate

4 1 : ﬂ to their town.

better communication.

* The relocation will result in improved working conditions and

#) CD1.30 Four members of staff are discussing the proposed relocation. Listen and note down
the worries some staff have about moving away from Paris. Compare your notes with a partner.

You are members of the Management Committee.
Work in groups. Take one of these roles.

Student A: Vice-President, parent company:
role card page 135

Student B: Manager A: role card page 141
Student C: Manager B: role card page 144

Student D: I(ndependent Management Consultant:
rolecardpage 144

Writing
As the Vice-President, write an e-mail to InStep’s CEO, informing
him of your decision concerning the relocation, with your reasons.

=¥ Writing file page 127

Read your role cards and prepare for the meeting.

Hold the meeting. Consider the advantages and
disadvantages of relocating to Beauchamp.

Argue in favour of or against the relocation.

Decide whether or not to recommend relocation
to InStep’s Board of Directors. If necessary, vote.
The Vice-President has the deciding vote if you
cannot reach agreement.

Watch the Case study

commentary on the
DVD-ROM. @



Advertising

‘Advertising isn’t a science. It’s persuasion, and persuasion is an art.’
William Bernbach (1911-1982), US advertising executive

OVERVIEW

Advertising media
and methods

READING

A new kind of
campaign
LISTENING

How advertising
works

LANGUAGE REVIEW
Articles

SKILLS

Starting and
structuring
presentations

CASE STUDY
Alpha Advertising

STOP THE GUNS.

No one grows Ketchup like Heinz.

STARTING UP Discuss the advertisements above. Which do you like best? Why?
VOCABULARY Newspapers are one example of an advertising medium. Can you think of
Advertising others?
media and
methods E Look at these words. Label each word 1 for ‘advertising media’, 2 for
‘methods of advertising’ or 3 for ‘verbs to do with advertising’.
advertorials 2 endorse point-of-sale sponsor
banner ads exhibitions pop-ups sponsorship
billboards (AmE)/ free samples posters target
hoardings (BrE) Internet press television
cinema leaflets/flyers product placement viral advertising
commercials outdoor advertising  radio
communicate place run
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Which of the methods do you connect to which media?

EXAMPLE: Television — commercials

u Which of the verbs you identified in Exercise B combine with these nouns?

1 acampaign 3 anadvertisement 5 aconsumer
2 aproduct 4 anevent 6 amessage

B Choose the most suitable words to complete these sentences.

1 A lot of cosmetics companies give away leaflets | commercials | free samples so that
customers can try the product before they buy.

2 Advertising companies spend a lot of money on creating clever slogans [ posters /
exhibitions that are short and memorable, such as the message for Nike: ‘Just do it’.

3 Celebrity exhibition | research | endorsement is a technique that is very popularin
advertising at the moment.

4 If news about a product comes to you by word of mouth | the press | the Internet,
someone tells you about it rather than you seeing an advert.

5 Many companies use post and electronic slogans [ mailshots | posters because they
cantarget a particular group of consumers all at the same time.

ﬂ Give examples of:
1 any viral campaigns you have read about
2 clever slogans that you remember from advertising 