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- Introduction

Who is this book for?

Business Vocabulary in Use Advanced builds on the success of Business Vocabulary in Use
Intermediate. It is designed to help advanced learners of business English to improve their
business vocabulary. It is for people studying English before they start work and for those
already working who need English in their job.

The emphasis is on language related to today’s important, and sometimes controversial, business
issues.

You can use the book on your own for self-study, or with a teacher in the classroom, one-to-one
or in groups.

How is the book organized?

The book has 66 two-page units. The first 59 of these are thematic and look at the vocabulary
of business areas such as human resources, quality, strategy, logistics, IT, marketing, finance,
corporate responsibility and the global economy.

There are then three units which focus on the language of the skills needed for doing business
across cultures. The final four units develop business writing skills.

The left-hand page of each unit explains new words and expressions, and the right-hand page
allows you to check and develop your understanding of the words and expressions, and how
they are used through a series of exercises.

There is cross-referencing between units to show connections between the same word or similar
words used in different contexts.

There is an Answer key at the back of the book. Most of the exercises have questions with only
one correct answer. But some of the exercises, including the Over to you activities at the end of
each unit (see below), are designed for writing and/or discussion about yourself and your own
organization or one that you know.

There is also an Index. This lists all the new words and phrases which are introduced in the
book and gives the unit numbers where the words and phrases appear. The Index also tells you
how the words and expressions are pronounced.

The left-hand page

This page introduces new vocabulary and expressions for each thematic or skills area. The
presentation is divided into a number of sections indicated by letters: A, B, C, etc., with simple,
clear titles.

@ In this second edition of Business Vocabulary in Use Advanced, explicit reference is made

to the business material in the Cambridge International Corpus (CIC) — business pages of
newspapers, business textbooks, and business meetings and discussions. The texts are stored in a
database, which is searchable in various ways to reveal the patterns of business usage. The
database has been exploited to identify typical word combinations found in the data, and there
are notes about their relative frequency.

As well as explanations of vocabulary, there is information about typical word combinations.
Again, the CIC has been a prime source of information about these.

There are notes on the relative frequency of different words, for example:

Pass, omit or skip a dividend occur in this order
of frequency. There is no difference in meaning.

8 Business Vocabulary in Use Advanced




There are notes about differences between British and American English, for example:

BrE: labour; AmE: labor

BrE: trade unions; AmE: labor unions

The right-hand page

The exercises on the right-hand page give practice in using the new vocabulary and expressions
presented on the left-hand page. In gap-filling exercises, four-centimetre writing lines indicate
that more than one word is needed to complete at least one of the gaps in the exercise; two-
centimetre writing lines indicate that one word only is needed in each gap. Some units contain
diagrams to complete or crosswords.

‘Over to you' sections

An important feature of Business Vocabulary in Use Advanced is the Over to you section at the
end of each unit. There are sometimes alternative Over to you sections for learners who are in
work and for those who are studying pre-work. The Over to you sections give you the chance
to put into practice the words and expressions in the unit in relation to your own professional
situation, studies or opinions.

Self-study learners can do the section as a written activity.

In the classroom, the Over to you sections can be used as the basis for discussion with the
whole class, or in small groups with a spokesperson for each summarizing the discussion and
its outcome for the class. The teacher can then get students to look again at exercises relating to
points that have caused difficulty. Students can follow up by using the Over to you section as a
written activity, for example as homework.

The Answer key now contains sample answers for the Over to you questions.

How to use the book for self-study

Find the topic you are looking for by using the Contents page or the Index. Read through the
explanations on the left-hand page of the unit. Do the exercises on the right-hand page. Check
your answers in the Answer key. If you have made some mistakes, go back and look at the
explanations and the exercise again. Note down important words and expressions in your
notebook.

How to use the book in the classroom

Teachers can choose units that relate to their students’ particular needs and interests, for
example areas they have covered in coursebooks, or that have come up in other activities.
Alternatively, lessons can contain a regular vocabulary slot, where students look systematically
at the vocabulary of particular thematic or skills areas.

Students can work on the units in pairs, with the teacher going round the class assisting and
advising. Teachers should get students to think abourt the logical process of the exercises,
pointing out why one answer is possible and the others are not (where this is the case).

CD-ROM

This second edition of Business Vocabulary in Use Advanced is available in two versions. You
can either use the book on its own or with the CD-ROM, a major innovation. This includes an
audio file for every key word and expression in the book, with its pronunciation and an
example sentence. In addition, there are two extra exercises for each unit of the book, thirteen
summary tests so you can check your progress, and even some vocabulary games.

We hope you enjoy using Business Vocabulary in Use Advanced.

Business Vocabulary in Use Advanced



Job satisfaction

My work is so rewarding

‘I work in advertising. I love my work! It’s really
rewarding and stimulating - satisfying and
interesting. Originality and creativity are very
important in this industry, of course; we have to
come up with — produce — lots of new ideas.

‘No two days are the same. [ could be contacting
film companies for new advertising campaigns
one day and giving client presentations the next.
I like the client contact and I am very much
hands-on - involved with the productive work of
the agency rather than managing it.

“When I joined the agency, I hit it off with my colleagues immediately. I still get on well with
them and there’s a very good rapport between us. This is all part of my job satisfaction.’

| like the teamwork

P'm an aircraft engineer. I work on research and
development of new aircraft. I love putting ideas
into practice. I like working on my own, but it’s
also great being part of a team. I like the
teamwork (see Unit 9) and the sense of
achievement when we do something new. And of
course, the planes we produce are very beautiful.

‘Is there anything I don’t like? I dislike days when
I'm chained to a desk. I don’t like admin and
paperwork. Sometimes I feel I'm snowed under —
there’s so much to do I don’t know how to deal
with it. And in a large organization like ours,
there can be a lot of bureaucracy or red tape —
rigid procedures — that can slow things down.’

| like the perks

‘Tm in luxury goods sales. I have some nice perks,
like a company car. I have to meet demanding sales
targets every month, so the work can be very
stressful (see Unit 6). But I enjoy the flexibility that
I have in working when I want to without someone
breathing down my neck all the time. Unlike my
husband, who has to travel into London every day,
I don’t have to commute to an office — I'm out
seeing clients most of the time. My boss allows me
to telecommute — I can work from home when I'm
not seeing clients. I only get two weeks a year
vacation time. If there’s a family emergency, I can
take time off without having to ask my boss. T
work quite long hours — about 60 hours a week —
but I enjoy my job.

=l B holiday
=

AmE: vacation
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12

1.3

Complete the sentences with expressions from A opposite.

1 Work that is satisfying and interestingis . ... ..and

2 If you spend time with customers, youhave ... :

3 If you have a good working relationship with your colleagues, you .. ... . | C————
them.

4 If you do the actual work of the organization rather than being a manager, you are

5 If you want to say that work 1S NOt repetitious, you Can $ay ... i

(S s Aad el . are when yvou have new and
effective 1deas that people have not had before.

The aircraft engineer talks about his work. Complete his statements with expressions from B
opposite.

1 I don’t always like working with other people. I like AT b

2 It’s great to see what I learnt during my engineering course at university bemg apphed in
actiial designs LIRe . i b

3 T hate it when there is a big stack of documents md letters on my desk that I have to deal
with. Tdon®t kel oo and . o e

4 1 love the SR when we all work together to create s‘omethmgj new.

5 It’s rare, bur sometimes whcn I come into the office and see a huge pile of work waiting for
me, | feel ....................................

6 When we see a new plane fly for the flrst e el bl aereat. e s

7 I get frustrated when you have to get permission to spend anyrhmg over £50. I don’t hkc

....... . AN L e i R

Look at C opposite. Put four of the headings in the correct places in this article.

(Commuting Hours worked Stress  Telecommuting  Time off  Vacation time]

Most satisfied employees work longer

People who are satisfied on the job have the best perks in areas you might expect, but they actually put in
longer hours than less satisfied employees, according to a new survey. Workers who expressed satisfaction
at work had substantially better conditions across the board, with easier unscheduled time off and better
telecommuting options.

Satisfactionivs el e

There are a lot of workers who are both stressed and extremely satisfied. Forty per cent of respondents in the
most satisfied category said they were above the average in feeling stress, according to the study. But that
number jumped to over half of respondents in less satisfied categories.

[N e 1SRl M

The distance people travelled to work wasn't as correlated to stress and satisfaction as most other categories. The
most satisfied workers did have the shortest journeys — 85 per cent reported under an hour. But that category
had almost as many journeys of over two hours as others.

Bt =g = o ot 1
The hours category showed a real shocker ~ that extremely satisfied employees are putting in a lot more time at
work than others. They worked 56 hours a week on average — 11 hours more than the least satisfied group.

@ B N

Overall, 16 per cem of respondents said they could work from home any time they pleased, 28 per cent could
do so with their manager's approval and 55 per cent were not allowed to. Satisfied workers had more work-
from-home options than other respondents, with only 38 per cent saying that this was never an option.

e T e S S D — b SRS s ' e

Over 4o you

Talk about your own job, or one you would like to have, in relation to the headings in the
article above.

Business Vocabulary in Use Advanced 11



12

Management styles 1

Motivation 1
Yolanda is a senior manager of a car rental firm:

‘I believe that all our employees can find
satisfaction in what they do. We give them
responsibility — the idea that the decisions they
take have a direct impact on our success — and
encourage them to use their initiative — they
don’t have to ask me about every decision they
make. My style of management is participative —
employees take part in the decision-making
process. They are given a sense of empowerment
(see Unit 3).

‘We hope this feeling of empowerment gives employees the feeling that they are valued — with
management knowing the effort they make. We believe that all this leads to a higher sense of
motivation — interest, enthusiasm and energy — among employees. When everyone feels
motivated, morale is good and there is a general feeling of well-being in the organization. This
leads to improved job satisfaction.’

Motivation 2
Xavier is a factory manager:

‘I don’t believe in all this talk about motivation.
My subordinates — the people working under me
— are basically lazy. They need constant
supervision — we have to check what they are
doing all the time. Some people think this is
authoritarian, but I think it’s the only way of
managing. There have to be clear rules of
discipline — you have to be able to rell
subordinates what is right and wrong, with a
consistent set of disciplinary procedures.

‘Decisions must be imposed from above without
consultation — we don’t discuss decisions with
workers, we just tell them what to do.

Subordinate is very formal and can be negative.

It is much less frequent than employee.

Theory X and Theory Y

Xavier believes in what the US management thinker Douglas McGregor in The Human Side of
Enterprise called Theory X - the idea that people dislike work and will do everything they can
to avoid it.

Yolanda believes in Theory Y — the more advanced view that, given the right conditions,
everyone has the potential to find satisfaction in work.

Business Vocabulary in Use Advanced



2.1

Yolanda’s employees are talking about her management style (see A opposite). Replace each
underlined item with an expression from A, keeping the rest of the sentence as it is. Pay
attention to the grammatical context. The first one has been done as an example.

1 She knows exactly what’s involved in our jobs. She makes us feel she understands the effort
we make. valued

2 She encourages us to do things without asking her first.

3 The feeling among employees here is very good. We feel really involved and want to work
towards the company’s goals.

4 We have a real sense of the idea that our efforts are important for the success of the
company.

5 We have a real sense of liking what we do and feeling good when we achieve specific goals in
our work.

2.2 Look at B and C opposite. Read the text and answer the questions.

McGregor's ideas about managerial behaviour had a profound effect on management
thinking and practice. His ideas give a frame of reference for managerial practice. His
Theory Y principles influenced the design and implementation of personnel policies and
practices. Today they continue to influence participative styles of management and the
continued practice of staff performance appraisal — the evaluation of employees’ work.

McGregor defined theories that he felt underpinned the practices and attitudes of
managers in relation to employees. These were evident from their conversations and
actions. The two sets of ideas were called Theories X and Y. McGregor was saying that
what managers said or exhibited in their behaviour revealed their theories-in-use. These
led managers to pursue particular kinds of policies and relationships with employees.
Regrettably, McGregor's Theory Y was interpreted and promoted as a ‘one-best-way’, i.e. Y
is the best! Managers or aspects of their behaviour became labelled as Theory X, the bad
stereotype, and Theory Y, the good. McGregor's ideas were much informed by Abraham
Maslow's model of motivation. People’s needs provide the driving force which motivates
behaviour. Maslow's ideas suggested that worker dissatisfaction with work was due not to
something intrinsic to workers but to poor job design, managerial behaviour and too few
opportunities for job satisfaction.

1 What have the long-term effects of McGregor’s thinking been, according to the article?

2 Which factors reveal whether a manager believes more in Theory X or Theory Y?

3 Name two things that result from these factors.

4 Did McGregor think that Theory X or Theory Y represented the best way of doing things?

5 Who influenced McGregor’s thinking? What did this thinker believe to be the main factor in
determining people’s behaviour?

6 Is employee dissatisfaction due to something within employees themselves, according to this
thinker? Why? / Why not?

Over 4o Yyou

Write a memo to the head of your organization or one you would like to work for,
suggesting ways to encourage initiative among employees.

Business Vocabulary in Use Advanced 13



3 Management styles 2

Hygiene factors

Yolanda, the car rental manager we met in the previous unit, went on a management course. She
looked at the work of Frederick Herzberg®, who studied what motivates employees. Here are the
notes she took:

Some aspects of work can lead to dissatisfaction if they are not at a high enough standard.
These are what Herzberg calls the hygiene factors:

supervision — the way employees are managed

policy — the overall purpose and goals of the organization

working conditions — the place where you work, hours worked, etc.

salary

peer relationships — how you relate to and work with others on the same level of the organization

security — level of confidence about the future of your job

m Motivator factors

e o s A S e e - e e

Other aspects of work can give positive satisfaction. These are the motivator factors:
achievement — the feeling that you have been successful in reaching your goals

recognition — the feeling that your employers understand and value what you do by giving positive
feedback, which means telling you what a good job you are doing

the work itself — the nature and interest of the job
responsibility — when you are in charge of something and its success or failure

advancement — how far you will be promoted in the organization and/or how far you will go up the
career ladder

personal growth — how you develop personally in your work, and your opportunities to do this

Note the spelling
of career.

(%]
'
(=]
=

Empowerment

Now look at the more recent idea of empowerment (see Unit 2).

Empowerment is the idea that decisions, where possible, should be made by employees who are
close to the issues or problems to be solved, without having to consult their managers further up
the hierarchy. In other words, managers have to delegate as much as possible. Delegation is one
of the keys to employees being empowered in this way. Also, organizations become less
hierarchical, with fewer management levels,

“Work and the Nature of Man, ‘One More Time: How Do You Mortivate Employees?’ Harvard Business Review, 2008.

Business Vocabulary in Use Advanced



3.1

Look at this job advertisement.
Match the underlined items (1-6)
with the hygiene factors in A
opposite.

Duval and Smith

Legal Translator English-French
Paris (1) €50,000

Large Anglo-French law firm seeks legal translator to translate
and correct French and English legal documents. Legal
qualifications and experience essential.

Based in the firm’s busy translation department, you will work

(2) under the head of translation (3) as part of a team of five
translators (4) in line with the overall policies of the firm.

You will work (5) a 35-hour week, with a (6) one-year contract in

the first instance.

Email CV to jmartin@duvalandsmith.fr

3.2 Vanessa Holt got the job in the advertisement in 3.1 above. Three months later, she writes an

email to a friend. Complete the gaps in the email using expressions from B opposite.

6686

(=1

From: vanessaholt@aol.com
Subject: Back to the UK?
Date: 14 November
To: jane.rourke@hotmail.com

Hi Jane, How are you? |'ve been at Duval and Smith, an Anglo-French law firm in Paris, for three months
now. I've had experience of translating a lot of different documents, S0 (1) ..o,
is interesting enough, but I dontget any (2) ... for the work | do — my boss
never says anything. He never gives us any (3) ... - for example, he never lets
us deal with clients directly. | never get a sense of (4) .. R R SR —my boss takes all

the credit for the work we do.

There are quite good opportunities for promotion and (5) ... at Duval and
Smith, but I'm not sure | want to stay. | think there must be better opportunitles elsewhere for me to
develop, and as (6) is important to me, I've decided to move back to the
UK and look for a job there.

So hope to see you in London soon - I'll give you a call.

All the best

3.3 Complete this table with words from C opposite.

Verb Noun Adjective
empower empowered
consultation consulted
- hierarchical
delegated

Over to Yyou '

Describe your own organization, or one you would like to work for, in relation to Herzberg's

motivator factors.

Business Vocabulary in Use Advanced

15



16

Employment and employability

Outsourcing

Nigel, a 30-year-old information technology (IT) specialist, talks about his career so far:

Tused to work in the IT department of a bank. All the IT work was done in-house. I thought I
had a job for life. But then one day the work was outsourced to a specialized IT company called
IT Services (ITS), based in India. Qutsourcing abroad like this is offshoring and involves the use
of offshore companies (see Unit 31). The bank saw outsourcing as a way of saving money and
keeping its competitive edge — advantage. They said that it would be more cost-effective — would
cost less — to concentrate on their core activities — most important ones.

‘Luckily, the bank didn’t make me redundant — I didn’t lose my job — and I started working for
ITS instead. At first I didn’t know what to expect, but now I am very happy. We work with a lot
of different clients. I work for ITS as a contractor and I give clients advice.’

Employability

‘ITS put a lot of emphasis on professional development. We often g0 on training courses so that
we can keep up with current trends — the way things are changing in the industry.

ITS tell us that we may not have a job for life with the company, but that our up-to-date skills
will mean that we will always be employable. Companies and governments talk about the
importance of lifelong learning — continuing to develop our knowledge by going on courses,
reading, etc.

‘In the next year or two, I may make a career move and join another company.’

Freelancers and portfolio workers

‘When ’'m about 40, I want to set up on my own as a freelancer offering consultancy services to
different companies. The idea of working freelance on different projects for different clients
attracts me.’

The management thinker Charles Handy calls freelancers portfolio workers because they have a
portfolio — range of different clients. Some experts say that increasing numbers of people will
work this way in the future, as companies outsource more and more of their work because they
want to concentrate on their core activities.

You can say freelancers or freelances. The corresponding
adjective is freelance, as in freelance work.

Business Yocabulary in Use Advanced




4.1 Complete the article with expressions from A opposite.

Outsourcing to India

David Galbenski’s firm Contract Counsel’s
{l)staiStaathien]: e ) - had always been
its low price. Clients call them when dealing with
complicated merger-and-acquisition deals, which
can require as many as 100 lawyers to manage the
related documents. Contract Counsel’s temps cost
about $75 an hour, roughly half of what a law firm
would charge, which allowed the company to be
competitive despite its relatively small size.

To continue to be (2) .

.. . Galbenski started to think
about the use of [3] .................................................................
employees in other countries. India seemed like
the best bet. With more than 500 law schools and
about 200,000 law students graduating each year,
it had no shortage of attorneys. What amazed
Galbenski, however, was that thanks to the Web,
lawyers in India had access to the same research

e e N T e A S IO gt o I A

tools and case summaries as any associate in the
US. Sure, they didn’t speak American English.
“But they were highly motivated and highly
mtelligent,” he says. “They were also eager to
tackle the kinds of tasks that most new associates
at law firms look down upon™ — such as analyzing
thousands of documents in advance of a trial. In
other words, they were perfect for the kind of
document-review work he had in mind.

Aftera visitto India, Galbenski signed a contract
with two legal services companies: QuisLex in
Hyderabad and Manthan Services in Bangalore.
Using their lawyers, Galbenski figured he could
cut his document-review rates to $50 an hour.
e has=alco =4S et o
the maintenance of the database used to store
the contact information for his thousands of

(5) s

4.2 Answer the questions about the text in 4.1 above.

4.3

1 What area of law does Contract Counsel work in?

2 What is the cost of its temporary workers? How does this relate to the firm’s aims?
3 Which country was most attractive for offshoring? Why?

4 With how many firms in India does Contract Counsel work?

5 Which activities did Contract Counsel outsource?

Complete the sentences with correct forms of expressions from A, B and C opposite.

1 There’s a lot to be said for ..

.................... . It would encourage more working

men and women to refresh their skills on university short courses tailored to their needs.

That way they can keep up with
area.
2 I love my new job. This is definitely the best

...................................... — the latest thinking in their

.................................................................... I could have made.

3 The new chief executive fired 11,000 employees and sold several business units. Non-core

4 Some former advertising executives offer ...

expertise the agencies do not have themselves.

.................. were outsourced.

. for ad agencies, bringing

5 Some ‘creative’ businesses, like design services, are kept going by work done by
................................................. < and have hardly any permanent staff.

6 Of course, there are advantages to doing some things

You don’t have to explain to outsiders what you want them to do.

Over 4o you

4

* Would it be possible to do your job as a freelancer? Why? [ Why not?
* What are the advantages and disadvantages of being a freelancer?
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5 Flexibility and inflexibility

n Ways of working

The US is often described as having a flexible job market with flexible working. For example:

® temporary workers who only work for short periods when they are needed, either on a
temporary contract with a company or through a temp agency

8 part-time workers who work less than the maximum number of hours each week

® job sharing where two people share a particular job, each of them working part-time

D oo flexibility

Another aspect of job flexibility in the US is that companies can hire and fire employees easily.
When letting people go — telling employees that they are no longer required — companies only
have to give them very short notice — warning — and relatively small redundancy payments —
money to compensate for losing their job.

Unemployment benefits — the money paid to people without jobs — are very low. It is said that all
these measures make for a flexible job market and encourage job creation. Critics say that this
approach leads to job insecurity, with employers able to get rid of employees too easily.

Job protection

I France is a country with a very different approach. Companies in trouble are only allowed to

make employees redundant after a long period of consultation. If employees are made redundant,
they receive generous redundancy payments and then unemployment benefits. The government
says people need this sort of job protection, and trade unions — organizations that protect the
interests of workers — are fighting hard to keep it.

Payments to employees such as sick pay and parental leave — when they have time off following
the birth of children — are also very generous. Mothers get long paid maternity leave. But the
social charges which employers and employees have to pay the government are very high.

Critics say that these policies contribute to a rigid labour market — one with too much job
protection. They say that this sort of inflexibility discourages job creation

and leads in the long run to higher unemployment and
slower economic growth. As a consequence, companies
may look abroad for cheaper bases and workforces.

BrE: labour; AmE: labor

BrE: trade unions; AmE: labor unions
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5.1

5.2

5.3

Which type of work or workers in A opposite is each of these people referring to?

1 “Twork at the local council for two days a week, and my friend works in the same job on the
other three days.

2 ‘T work in a petrol station 20 hours a week.’

3 I'm on a job at Clarkson’s until the end of next week. Then I'll try and find something else.

Two American managers working in France, Melinda and Nat, are talking about the issues in B
and C opposite. Replace the underlined expressions with items from those sections. Pay
attention to the grammatical context.

Melinda: It’s ridiculous! We can’t (1) get rid of people without a lot of (2) meetings and
discussion with (3) employee organizations, government officials, and so on. We have
to keep even the laziest, most incompetent people.

Nat: I know what you mean. I don’t have the opportunity to (4) recruit and get rid of
people as I want! This sort of (5) rigidity must be bad for the job market. (6) The_
number of people without jobs in this country is very high.

Melinda: It’s a nightmare! If you do want to get rid of people, you have to (7) tell them three
months in advance.

Nat: Yes, and you should see the (8) amount of tax I have to pay for each of my
employees just so they can get (9) money when they fall ill, and so on.

Melinda: We should move back to the US. There the job market is (10) one that gives
employers a lot of freedom. When the economy is going well, the level of (11) new_
jobs that can be created there is incredible.

Look at the expressions in B and C opposite. Say if these statements are true or false.

1 When companies talk about letting employees go, they make them redundant.
2 One person’s job flexibility might be another’s job insecurity.

3 In flexible job markets, hiring and firing is complex.

4 Employee benefits are paid for through social charges.

5 Rigidity is another word for inflexibility.

6 When fathers take parental leave, this is called maternity leave.

7 The cost of job protection might be higher unemployment.

Over 4o You {

® |s your country more like the US or France in its ways of working?
* Think of one advantage and one disadvantage of flexible working from the point of view

of employers.
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m Work-life balance

RS stress

m The causes of stress

People talk about being under (a lot of) stress or
pressure. They say their work is stressful (see Unit 1)
and that they feel stressed or stressed out. They want
to find ways to de-stress. They may complain that
they have a stress-related illness. Some people may
suffer burn-out or a complete (nervous) breakdown,
which means they are no longer able to work.

Here are some frequent combinations with ‘stress’:

[ counsellor someone who advises stress sufferers
factor something that causes stress
symptom a sign that someone is under stress
stress < : ;
management ways of dealing with stress
used by critics who say that stress problems are overestimated
industry and to refer to the unnecessary (in their view) counselling,

L research, etc. done in relation to stress

Stress and pressure are both countable and
uncountable. You can also talk about the
stresses and pressures that you are under.

The most common causes of stress are:

® heavy workloads — you try to do too much
and you’re overworked

office politics — problems with colleagues who want to advance their own position, etc.
These people like playing politics.

role ambiguity — responsibilities are unclear

lack of management support — managers do not provide the necessa ry help and resources
effort—reward imbalance — not getting sufficient recognition or pay

home-work imbalance - not enough time for family, personal interests, etc.

Quality of life

20

Some people are workaholics — they think about very little except work. Others are increasingly
looking for a better quality of life: less commuting, more time with their families, etc. Journalists
write about people downshifting or rebalancing their lives — getting a better balance between
work, family life, etc. They may work part-time, work from home, move to the country, and so on.

In a recent survey:

a Ninety-five per cent of homeworkers said that they have a better work-life balance or home—
work balance than when they were in-company because they can spend more time with their
families, on leisure activities, etc.

b Eighty-two per cent said that they have more autonomy and independence — they are able to
organize their work and their time how they want.

But also:
¢ Seventy-three per cent of homeworkers said that there is no boundary between work on the
one hand and personal life on the other — the two overlap.

d Fifty-seven per cent said that they feel lonely and isolated — out of contact with others because
they don’t have colleagues around them.
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6.1

Match the two parts of the extracts containing expressions from A opposite.

1 Having so many streams of instant a
communication leads to information
overload. b
2 Many companies are reacting to the
problems of their staff experiencing stress ¢
by throwing training courses at them
3 Those working in the stress industry are d
mostly genuine, well-meaning people. e

4 It’s important to treat damaging stress
symptoms

5 Our stress counsellors are fully qualified to
deal with the

on stress management without addressing
the underlying organizational causes.

Such demands are becoming a major stress
factor at work.

before they affect your physical or mental
health.

effects of losing vour job.

But some of them use methods which are
clearly not working,.

6.2 Which of the causes of stress in B opposite are each of these people (1-6) referring to?

6.3

N =
Managers just don’t seem to care about # [ It’s not so much the work hours — its theﬁ\
the stress we are under. intensity of the work and the pressure
we are all under.
A s . - — WOR T,
thought I was in charge of this, but He’s not interested in finding the best
Leila thinks she’s responsible. ) solution to problems — he’s just interested
Lm scoring points,
3 [ 1 left the offi : . -
eft the office at eleven o’clock last [No one appreciates the work that we do. %
night and I was back here at eight this
morning — I can’t go on like this.

Look at C opposite. Match these answers (1-4) with the findings in the survey (a—d).

1 ‘Sometimes I wish I was working every day as part of a team in an office.

2 “Yes, I see much more of my children,

3 “Yes, my boss isn’t breathing down my neck the whole time.
4 ‘Twork in the living room, and the work is always there, waiting. I can’t get away from it.

Over 4o You

¢ Name three jobs that you think are stressful.

e What is the main cause of stress in your job? How do you combat stress?
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Managing talent 1

Talent

People with special skills and abilities have
talent (uncountable) or particular talents
(countable). You can also refer to the people
themselves as talents. They are talented.
Companies talk about managing and developing
their talent pool - the talent that they have
available in the organization.

Recruiting talent

Preston Bottger and Jean-Louis Barsoux* put the management of a company’s talent under these
headings:

a Spot and recruit the raw talent — find and employ untrained people. This requires identifying
candidates — possible recruits — who match the needs of the business system and selecting
those who are most likely to fit with the firm’s culture — the way it does things.

b Induction The recruits then need to be educated on the key success factors of the business
system and their role within it.

¢ Training and development After the induction to the firm and its culture, training and
development ensure that the employee has the capabilities — skills — necessary to get the
job done.

Managing talent

d Performance assessment — evaluation — (see Unit 8) is a seemingly simple concept, but it is
difficult to carry out without tremendous effort and expense. Managers need a high degree of
training in order to standardize the approach so that all managers use the same criteria — ways
of judging their employees.

e Performance improvement interventions The purpose of these is to provide experiences to help
the person increase their capabilities. Such experiences include:

® job rotation where employees do different jobs
® executive education — management training

® 360-degree analysis where managers assess employees and employees assess their
managers, and this is followed up with coaching — individual training (see Unit 8)

f Culture or Fit interventions are aimed at those who cannot or will not adapt to the company’s
culture. People are given early and forceful feedback — information on how they are doing.

g Succession planning The chief human resources officer (CHRO) needs to plan the future
staffing needs of the organization in relation to its objectives. Specifically, the CHRO must
identify and provide the managers who will take over and continue to put into practice the
firm’s business model - the ways it makes money.

h Compensation for contribution Each employee has a ‘deal’ with the company: the
performance of tasks in exchange for rewards - salary, increased responsibilities, etc. The
CHRO oversees this deal and ensures that it works. Firms expect a lot from their employees,
in terms of performance, commitment — belief in and support for the firm — and mobility —
moving to different jobs in the company.

**Leading within and across the functions’ in Leading in the Top Team: The CXO Challenge, edited by Preston Bottger,
CUP, 2008.
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7:1

1.2

Look at A opposite. Which of these uses of ‘talent’ is uncountable and which countable?

1

I believe we have the talent available to grow and become a better business.

2 Young talents have started to question old assumptions about how work is done.,
3 In markets where top talent is regarded as the determining factor, firms battle furiously for

the top-quality workers.

4 An organization must make maximum use of the talent available in the labor pool.
5 She has a talent for identifying potential problems and offering solutions to customers.

Match the examples (1-8) with the topics (a-h) in B and C opposite.

1

So the CHRO must also be able to explain to people, ‘Here’s what’s in it for you.” The CHRO
must be the best salesperson for the idea of the exchange between the person and the firm.

Workers are told what their job entails, what is expected from them and how it fits in with
what the company is doing.

It requires managers to identify, for example, their bottom 10 per cent and top 20 per cent of
performers.

The private banking division of a global financial services organization discovered that

it lacked succession candidates to meet the needs of its growth strategy, based on a new
business model for private banking for very rich people. Thus it selected, based on specific
leadership and performance criteria, a pool of high-potential managers.

The method must reliably assess past short-term performance, the individual’s agility to
rotate to new assignments, and medium-term capacity and calibre to take on wider and
higher levels of responsibility.

In an international airline, the quality of customer care was found to be directly influenced
by the technical knowledge and pleasant attitudes of front-line employees. This in turn

was influenced by the quality of supervision. As a result, all supervisors were systematically
trained in an in-house programme designed to improve their employee management skills.

A pharmaceutical company observed that one division was growing only at market average,
despite product quality superior to competitors. All sales leaders and candidates for sales
leadership positions around the world were put through a programme involving assessment
centres, 360-degree feedback and leadership training. The results were evaluated and used to
reorganize and focus the sales leader on key tasks. Subsequently sales/market share rose by
20 per cent.

A low-cost airline has a team-based culture, which is fundamental to the success of its
business model. The leaders and key professionals in this company take care of business by
taking care of relationships. People need to help at all levels to solve problems when they
arise. The company carefully selects new individuals to fit this culture.

Over 4o Yyou

What arrangements are there for performance assessment in your organization or one you
would like to work for?
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Managing talent 2

Talent management 1
An expert in management trends says:

‘More and more organizations put effort
into identifying the key people — the
specially talented people — in their talent
pool. Some experts call these super-talents
or core competents. (Compare this with a
company’s core competences — see Unit 18.)
One study found that a computer company
had identified 100 core competents out of
its staff of 16,000; these were people who
were mission-critical — essential to the
firm’s success.

“This relates to the ABC approach, practised in
organizations like Microsoft and McKinsey. In performance
assessment (see Unit 7), managers identify three groups: the
As are the top performers — the core competents, the best

10 or 20 per cent; the Bs are the middle group who perform
well; and the Cs are the bottom 10 per cent, who are
encouraged to improve or leave the organization. Executives
making judgements like this are talent managers.

The people in an organization who
are seen to have the potential to
become part of its senior
management may be referred to,
slightly informally, as high fliers.

Talent management 2
The expert continues:

‘And in some businesses, there is a clear
division between creatives — the people with
ideas — and their managers. For example, in
advertising the creatives are the people who
devise the campaigns and the suits are those
who manage them.

‘In some industries, people come together for
a particular project and then disband. For
example, in software development, managers
and programmers may come together to
contribute to a particular project and then
leave to work on others. Such workers are
part of a virtual organization.’ Suits is mostly used in the

plural and is quite informal.

Mentoring and coaching

Mentoring is when a mentor — a more senior manager — gives advice to a mentee — a younger
colleague — on their career, how to improve their job performance, etc. Reverse mentoring is
when a younger employee mentors an older manager, for example to inform them about new
technology, social trends, etc. These are two forms of mentoring or mentorship.

Mentoring is related to coaching (see Unit 7), where the coach ~ the senior person — gives
personal, one-to-one training to a coachee — an employee.

Business Vocabulary in Use Advanced




8.1

8.2

8.3

Look at A opposite. Then complete the article with these expressions. You can use some
expressions more than once.

ABC approach super-talent talent manager
core competents talent management talent pool

If the talent manager makes sure it is operated in a way that is consistent with motivation, the ABC approach
seems to offer a way to discriminate within the pool of talented people those with (1) ...
......................... . It might well be useful for the (3)
permdlmllv to review the talent pool amd decide who are the core competents and who, perhaps,

should not rea IIv beinthe (4) ... S e S - On the other hand, the ABC approach seems less
generally useful as a way of 1denl'ifying the broader talent.
) e 18 essentially about identifying talented people, finding out what they want

and being prepared to give it to them. The idea of identifying the 10 or 20 per cent of (6) ... i
................................. suffers from the immediate problem of deciding 10 or 20 per cent of what? Clearly, not the entire
organization or we would be comparing the receptionist with the finance director. So it has to be a percentage of
the managerial or professional staff. For some organizations, it might make sense to say that about 10 to 20 per
cent of managerial-grade staff are potential future leaders and therefore the (7) ... .

. For other organizations, such as professional service firms, one would i imagine that a far
greater percentagc are to be managed as ‘the talent’, albeit perhaps with a small number identified as future key
executives. So the (8) i dOES NOt Seem generally applicable as a way of defining
the talent pool.

Look at B opposite. On the staff of a magazine, are the following people ‘creatives’ or ‘suits’?

1 the finance director 4 the editor-in-chief
2 the journalists 5 the head of HR
3 the photographers 6 the designers

Complete the sentences with correct forms of expressions from C opposite. You can use some
expressions more than once.

1 Harriet Green, president of the Contract Manufacturing Services Group, has regular

breakfasts with her ... . / v - She also has a marker in her diary that alerts
her when she hasn’t heard from her .. . R in a long time, in which case
she contacts them.

2 Well-designed o programs have been found to produce three times
more behavioral chancres rhan traditional training approaches.

3 In this innovative ... iE378 2y scheme, the leaders of a global firm engage with
younger diverse talented mdmduals who lead the ... A A SR i s relationship,

providing unique insight for the chief executive and top team into how things really are
lower down the firm.

4 To establish some degree of trust, many firms find it necessary to create conditions of
confidentiality. The ... SRR 1S e SRS 5
of course, but not with the Loac.hee 5 boss

5 Ernst & Young uses the system of professional ... in order
to transmit the firm’s values. The ... . ... ... - follows the professional
development of the new employees and transmits the company’s values to them.

Over 4o Yyou

/I

Is there a formal or informal mentoring system in your school or organization?
If so, how does it work?

'
1

SRR, SN
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Team building

In some (but not all) situations, tasks
can be achieved more easily by teams
with a common purpose rather than
by individuals. Of course, it’s
important to develop teamwork
through team building so as to get the
best from the team. The level of
engagement and commitment is the
degree to which team members feel
involved with the team.

Here are some frequent combinations
with ‘team’:

leader the person in charge of the team
effort the work done together by the team
performance the results that the team produces
team
dynamics the way the team works together
y Y g
effectiveness the degree to which the team produces results
learning when people learn in teams rather than individually

Team players
Meredith Belbin* has identified these types of team members or team players:

a The Implementer converts the team’s plan into something achievable.

b The Coordinator is a confident member who sets objectives and defines team members’ roles.

¢ The Shaper defines issues, shapes ideas and leads the action.

d The Plant is a creative and imaginative person who supplies original ideas and solves problems.

e The Resource investigator communicates with the outside world and explores opportunities.

f The Monitor-Evaluator sees all the possibilities, evaluates situations objectively and sees what
is realistically achievable.

g The Team worker builds the team, supports others and reduces conflict.

h The Completer meets deadlines, corrects mistakes and makes sure nothing is forgotten.

Stages of team life
The typical team goes through a series of stages:

a Forming The group is anxious and feels dependent on a leader. The group tries to discover
how it is going to operate and what the ‘normal’ ways of working will be.

b Storming The atmosphere may be one of conflict between members, who may resist control
from any one person. There may be the feeling that the task cannot be achieved.

¢ Norming At this stage, members of the group feel closer together and the conflicts are
forgotten. Members of the group will start to support each other. There is increasingly the
feeling that it is possible to achieve the task.

d Performing The group is carrying out the task for which it was formed. Members feel safe
enough to express differences of opinion in relation to others.

¢ Mourning The group’s work is finished, and its members begin to have pleasant memories of
their activities and achievements.

*Management Teams: Why They Succeed or Fail, Butterworth-Heinemann, 1996,
g ) )
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9.1

9.2

9.3

Look at A opposite. Then read the article and answer the questions.

In many manufacturing industries, a daily meeting is used to keep the plant running smoothly;
but this level of daily communication is seldom employed in knowledge work or administration.
Sarah manages a team of nurses. Sitting together in the morning and building positive emotion,
energy, and shared tasks for the day helps build their focus on the work of the whole unit. Shared
knowledge helps limit mistakes and keep people engaged in learning. And knowing who may
need help distributes the work of the unit across the formal team structures. The practice of daily
meeting and discussion of tasks is another crucial way in which Sarah builds engagement.

Sarah's transparency in terms of performance requirements is another leadership practice that
reinforces engagement. Once a month, Sarah shares information with the group that shows the
unit's overall productivity numbers and their clinic-by-clinic performance. This monthly meeting,
to discuss the unit's performance and the breakdown of each team’s performance, creates
performance pressure for all members of the team.

1 What is Sarah’s job?

2 Two types of meeting are mentioned. How often does each of them happen?
3 How are knowledge work and administration different from manufacturing?
4 What are the advantages of regular meetings?

5 What negative things can regular meetings prevent?

6 What is the advantage of the monthly meetings?

Look at the types of team members in B opposite and say if these statements are true or false.

1 Implementers are not interested in final results.

2 Coordinators tend to take a leading, organizing role.

3 Shapers tend to follow what other people say.

4 Plants can be useful in providing new ideas when the team has run out of steam.
5 Some Resource investigators might love using the Internet.

6 Monitor—evaluators are not good at seeing all sides of a problem.

7 Team workers may help to defuse arguments between members.

8 Completers are bad at finishing things on time.

Members of a team brought together to work on a design project said the following things.
Match what they said (1-5) with the stages (a—e) in C opposite.

._——""_M v

! We had such a great time . Who does Jane think she is, taking over
working together. and behaving like she’s in charge?

2 ] 5 :
[Wc need to appoint a leadc& [We’rc really making progress now }>

and we get on so well together.
4 We’re beginning to get to
know each other better.

Over 4o you

e What teams have you worked in or are you working in?

S

* Do you recognize the types in B opposite in your team?
e What role do you usually play?
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Y Hard and soft skills

The right skills

For a long time, hard skills — for
example, skills in technical
subjects — were considered the
most important thing in business.
But more and more, people are
realising the importance of soft
skills — the skills you need to
work with other people, and in
the case of managers, to manage
people in tactful and non-
authoritarian, non-dictatorial
ways. These are some of the
emotional competencies that are
becoming important.

Emotional intelligence 1

The ideas behind emotional intelligence (EI) were first put forward in the 1980s!, and later
developed by Daniel Goleman®. He says that EI is made up of:

a self-awareness — examining how your emotions affect your performance: being self-confident
about your capabilities, values and goals; using your values to guide decision making

b self-regulation — the ability to control yourself and to think before you act: controlling your
temper and handling impulses — sudden desires to do things you may later regret

¢ motivation — ability to take the initiative — do things without being told to: enjoying challenge
and stimulation; the drive to work and succeed (see Unit 2); optimism

d empathy — avoiding the tendency to stereotype others — have unfair ideas about them not
based on facts: being aware of cultural differences (see Units 60-62)

e social skills — the ability to communicate and to relate to others: the use of influencing skills
such as persuasion; cooperation — working well with others; dispute resolution — the ability
to solve arguments; good communication with others, including employees; listening skills;
negotiation

A measure of someone’s intelligence is their intelligence quotient (IQ). Similarly, a measure of
someone’s emotional awareness and self-awareness is their emotional quotient (EQ).

Emotional intelligence 2
Other researchers® have identified three main areas of emotional intelligence, containing seven
traits — characteristics — in these categories:

®  drivers — traits that make people do things: motivation and decisiveness — the ability to
take decisions when necessary

@ constrainers — traits that control in a good way what people do: conscientiousness —
putting a lot of effort into your work and doing everything to the best of your ability; and
integrity — honesty

® enablers - traits that help people to perform and succeed: sensitivity — knowing how
others feel; influence and self-awareness

! John D. Mayer and Peter Salovey: Emotional Intelligence: Key Readings, National Professional Resources, 2004.

? Daniel Goleman: Emotional Intelligence: Why it can matter more than I O, Bloomsbury, 1996.
# Malcolm Higgs and Victor Dulewicz: Making Sense of Emotional Intelligence, NFR Nelson, 1999.
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10.1

10.2

10.3

Look at A opposite. Were hard skills or soft skills mainly required at each of the following
stages of a project to design insurance products?

The project manager:

1 employed someone with a doctorate in mathematics to work on risk probabilities

2 gave three days off to a team member who said they had family problems at home

3 analyzed her own feelings of frustration that the project was going too slowly

4 dealr politely but firmly with a request by her boss to finish the project a month early

5 did market testing of the product with a number of potential consumers of the product and
analyzed the results on computer

6 did careful research on the Internet to find the best advertising agency to launch the product

Look at B opposite. To which category (a—¢) do each of these aspects of emotional intelligence
(1-10) belong?

ability to deal with others’ emotions, especially group emotions

behaving openly and honestly with others

being guided by personal preferences in choosing goals and seeking out achievement
capacity to start and manage change among people

commitment

controlling your stress by being more positive

learning from your experiences

retaining the ability to think clearly even when under pressure

the ability to see other people’s points of view and opinions

understanding yourself, your strengths and weaknesses, and how you appear to others

O WO~ AW =

="

People in a company are talking about their colleagues and managers. Complete what they say
with expressions from C opposite.

1 A: Annabelle really knows what her own strengths and weaknesses are.

B: Yes;shes gotgreat ..o
2 A: Ben doesn’t work particularly hard ancl he doesn t pay attention to detail.
B: His problem is that he lacks . =
3 A: Caroline never does any rhmg to upset anvbod\
B: Iknow. She hasgreat ... :
4 A: When Dan speaks, people listen.
B: Nesghebasadot of we e e round here.
5 A: Ella has never done anything dishonest.
B: You're right. She has a high levelof ... ... .
6 A: Frank never puts off making decisions.
B: That’s true. He always acts with great ..o,
7 A: Georgina really puts everything into her work — her ]Ob is the only thing that drives her.
B: IwishIhad her . oo}

Over 4o you

Wirite a description of the soft skills required for your job or one you would like.
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Equality and diversity

If people are treated differently from each other in an
unfair way, they are discriminated against. Discriminatory
practices might be based on someone’s:

@ race @ age

@ gender ® education

® geographic origin ® disability

® sexual orientation — heterosexual, homosexual, etc.
® family status — married, single, etc.

® social background — someone’s social class

For example, if a woman is unfairly treated just because she is a woman, she is a victim of
sexism at work, sexist attitudes or sex discrimination. In many organizations, women complain
about the glass ceiling that allows them to get to a particular level but no further.

Stereotypical — fixed and unjustified — ideas about what men and women can do, and about the
roles — jobs and activities — that they can have, constitute gender stereotyping.

If someone is treated unfairly because of their race or ethnicity, they are a victim of racial
discrimination or racism. Offensive remarks about someone’s race are racist and the person
making them is a racist.

Older people discriminated against because of their age are victims of ageism and ageist attitudes.

In the US, affirmative action is when help is given in education and employment to groups who
were previously discriminated against. In Britain, affirmative action is known as equal
opportunities. These actions are also called positive discrimination in both countries.

Some companies have an equal opportunities policy or dignity at work policy covering all the
issues above, which is designed to increase equality — treating people fairly and in the same way.

Diversity

Many organizations now aim for diversity in the workforce, with policies that encourage
inclusion — employees from as many different backgrounds as possible. This goes beyond equal
opportunities, and enables an organization to keep up with social and demographic changes —
changes in the make-up of society and the population as a whole. Examples of such changes
include increases in the number of women, older workers, ethnic minorities — people from
particular countries and racial groups. Organizations are looking for a diverse workforce.

(See Unit 49 for the importance of diversity in social reporting. )

Word combinations with ‘diversity’

30

training teaching employees about the importance of diversity
initiative an action designed to increase diversity
fiversiie statement a company’s communication about their attitude to diversity
24 strategy a long-term plan for putting diversity into action
management how diversity is managed in a company or companies in general
programme a series of actions designed to put diversity into practice

BrE: programme; AmE: program
In connection with computers, program is always used.

Business Vocabulary in Use Advanced




11.1

11.2

11.3

Complete the table with words from A and B opposite.

Noun Adjective Related noun
age
| racist

sex I
stereotype

diverse -
discrimination -

equal -

ethnic =

Complete these sentences with correct forms of expressions from the table in 11.1 above.

1 When we first joined the company, our roles were ... : he was the marketing
risk-taker and I was the conventional accountant.

T e housing policies confined Blacks and Latinos to neighborhoods close to
industrial zones.

3 ‘Hispanic’ refers to people whose ... e stems from a variety of Spanish-speaking
cultures throughout Latin America and the Caribbean.

4 They accused lenders in Los Angeles of ‘systematic ... ’, saying that blacks were
30 per cent more likely to pay higher interest rates than whites.

5 The notoriously ... ... computer industry rarely puts 50-somethings on permanent
employmenr contracts.

6 The issues that Jennifer raised about .. ... in the military can affect women after
they get out of the military as well.

7 The bank has struck a blow for ... by appointing the first woman executive

director to its male-dominated board.
8 Allowing employees to take unpaid leave to observe a religious or cultural holiday is one
policy used to show that an organization encourages .......... ;

Match the two parts of these sentences containing expressions from C opposite.

1 People with stronger ethnic identities a programs is to ask how likely they are to change
were more attracted to organizations employee attitudes.
that described a diversity b statements might signal an organization’s

2 One way to assess the potential concerns about a broader range of differences.
effectiveness of diversity ¢ strategy transparent by having a section on

3 About 250 state employees attended equality and diversity in its annual report.
the diversity d initiative in their recruiting materials than to

4 The company makes its diversity organizations that did not describe a diversity

5 Affirmative action statements signal initiative.
an organization’s attention to race e training seminar, titled ‘How to Work Effectively
and gender, burt diversity with Indian Nations and Tribal Members’.

Give an example of what organizations can do to encourage diversity and inclusion.
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[P’ What is quality?
n Quality in manufacturing

Gordon Greer is head of quality at a car
component company:

‘From the point of view of producers,
quality can be seen in terms of
conformity or conformance to
specification, which means that the
components — parts — and the product as
a whole are made exactly as designed. In
other words, there is consistency and
elimination of variation — no variations —
resulting in zero defects — no mistakes at
all in the manufacturing process.
Everything must be done right first time to avoid the need for reworking — working again on —
components in order to correct faults and defects — mistakes.

‘The design for each component embodies the intentions of its designer. So conformity to
specification means putting these intentions into practice when we make the components. Put
another way, this is elimination of variation.

‘We are also inspired by ideas of employee involvement — quality should be the concern of
everyone in the company.

‘Like many ideas in relation to quality, these ideas were first developed in Japan as part of Total
Quality Management (TQM), but they have been copied all over the world.

Quality in services
Serena Togliatti is customer relations manager at a large bank:

‘In services, there is a parallel situation to the one in manufacturing. But quality can also be seen
from the point of view of customers. The service must satisfy customer needs. The service
received by the customer must be exactly what is planned and intended; mistakes in their
accounts, for example, make customers extremely annoyed.

‘Quality could be defined in terms of customer approval — recognition that we are satisfying
customer needs and customer expectations. And if we exceed — go beyond — those expectations,
there may even be customer delight — extreme satisfaction (see Unit 23).

Widening the definition of quality
However, as Andy Neely points out*, quality can be seen in wider terms:

a performance — how well the product performs its main function

b features — additional parts or characteristics that the product offers

¢ reliability — how well the product continues to perform without breakdowns

d technical durability — how long the product lasts before becoming technically obsolete —
out of date

serviceability — how easy the product is to service — maintain and repair

aesthetics — the look and feel of the product

perceived quality — the customer’s judgement of the product’s level of quality

value for money — what the product does in relation to the price paid for it

Sw| ~h

* Business Performance Measurement, CUP, 2004.
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12.2

12.3

Read the article and answer the questions with expressions from A opposite.

Bl Edt Vew Fyvorites Jook Help

s L v £

A disciple of Japanese quality management
Order and efficiency are hallmarks of the TVS motorbike factory near Bangalore in southern India. To direct

foot traffic, arrows are painted on the shiny shop floor of India’s third largest motorcycle maker. Large banners
with slogans such as ‘Let Us Achieve Zero Defects' and ‘Quality is a Way of Life' hang across the bright facility

where nearly 2,000 vehicles are built each day on neat assembly lines.

Japan’s respect for order has been fully transplanted to this TVS factory in the city of Hosur. Venu Srinivasan,
the mild-mannered 55-year-old managing director and chairman of TVS, has indoctrinated the company with
the Japanese management strategy of Total Quality Management (TQM). TVS's turnaround has hinged on
principles of attention to process, consistency, transparency and employee involvement.

TQM was launched at TVS in 1989 and is credited with reviving the ailing company. TVS rolled out 923,000

motorbikes last year in India, with sales growing 19 per cent to reach about $900 million. It recently opened a

factory in Indonesia and aims to globalize its business over the next few years.

The scenario before and after TQM reflects how far TVS has come in nearly two decades. Productivity, quality
and sales have improved dramatically. Previously, the rate of ‘reworking' — remedying parts plagued by faults -

was 15 per cent. That figure has fallen to 100 parts per million.

1 Which expression refers to a Japanese approach to quality? What is the abbreviation?

2 Which two aspects of quality are mentioned along with attention to process and transparency?

3 Which two words are used for ‘mistakes in manufacturing’?
4 What is one of the aims of TVS in relation to these mistakes?

5 What problem in the manufacturing process now affects 100 parts per million rather than

150,000 as before?

Use correct forms of expressions from A and B opposite to complete this memo.

Memo From: Jacqueline Toubon  To: Al hotel managers

Of course, buying a family holiday is a big investment for a lot of people, both financially and emofionally.
We don't just want fo safisfy customer needs. We want (1) them to be extremely happy.

We wani to avoid the situation where things are not what customers were expecling; we want (2) standards
fo be exactly as described. When the hotel does not come up to the description in the brochure, cur clients are

exiremely angry. This means (3) avoiding changes or differences in relation to what we promise.
YIGRY, p

Things may be better than customers thought they would get. For example, the food may be better. This may be a

way of going beyond (4) what customers were hoping for, but you must keep control of costs.

Match the sentences (1-8) with the points in C opposite (a-h).

1 We guarantee five years or 100,000 kilometres of trouble-free motoring.

2 No other brand gives better performance in this price category.

3 It only requires servicing every 25,000 kilometres.

4 It has beautiful lines.

5 It has heated seats for the driver and the passenger.

6 It has the latest engine technology.

7 It goes from zero to 100 kilometres per hour in four seconds.

8 Customer surveys give us top marks for quality compared to other leading car makes.

Over 4o you

What are some of the criteria for quality in your organization (school, company, etc.)?
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13 Quality standards

Standards and certification

34

The International Organization for Standardization is based in Geneva. It is a network of
national standards institutes in over 145 countries working in partnership with international
organizations, governments, industry, business and consumer representatives.

ISO has developed more than 14,000 International Standards, which it says are ‘documented
agreements containing technical specifications or other precise criteria and guidelines to ensure
that materials, products, processes and services are fit — suitable — for purpose’.

There are two series of standards for management systems:

@ the ISO 9000 series on quality management, which ‘gives the requirements for quality
management systems ... the standard for providing assurance about the ability to satisfy
quality requirements and to enhance customer satisfaction in supplier—customer
relationships’.

@ the ISO 14000 series on environmental management ‘for organizations wishing to operate
in an environmentally sustainable manner’ (see Unit 50).

Organizations can apply for certification to ISO 9001:2008 and ISO 14001:2004. These are
generic standards that can be applied to any industry.

There are also specific standards for particular industries, for example e —
ISO 90003 for computing and telecommunications. Ef Sngular: criterion

plural: criteria

ISO 9000 and others
The most recent (2008) version of the ISO 9000 standards puts particular importance on:

a the role of top management in setting policies for quality — top managers have to be seen to be
involved in quality issues, not leaving this to middle management

b statutory and regulatory requirements — for example, the car industry has to pay particular
attention to safety and environmental laws, and standards in relation to the components that
it uses

¢ measurable objectives — we have to be able to measure quality and by how much it is
improving

d resource management — how you manage the inputs to your products, for example in human
resources and materials

€ monitoring customer satisfaction — customers are the ultimate judges of quality and we have
to constantly check and improve the ‘score’ that they give us

f training effectiveness — the training of our staff is an investment and we have to measure how
effective it is in terms of our future profitability

g continual improvement — 100 per cent quality is never achieved and there is always room for
improvement (this is what the Japanese call kaizen)
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13.2

133

Look at the expressions in A opposite and complete the table.

Verb Noun(s) Adjective
1 application applied
2 | certify certificate, certified

3 | standardize | ... standardized

Complete each sentence using the correct form of the word from the line with the same number
in the table in 13.1 above.

1 They told us to bring in ISO-approved consultants to check our operations and make our
through them.

2 The ..o process was very long and we had to provide vast amounts of
documentation before we could be Szl
3 Now we can put the ISO 9000 logo on all our literature. We've ... . all our

documentation so that it’s clearly visible. Our clients feel reassured — in fact, they love it!

Here are some examples of work
on quality at a company
producing car components.
Match each one with an aspect
of quality in B opposite.

1 All the people in the call centre were sent on a course to develop their sense of teamwork,
and this increased sales by 15 per cent.

2 The senior managers invited a quality expert to do a consultancy project on production
quality.

3 The production manager looked at the latest regulations on car safety on a government
Ministry of Transport website.

4 Employees are always paid bonuses for suggesting improvements, however small.

5 The company developed new software to analyze quality data more closely.

6 They have checked the quality procedures in place for the components used at all of their
suppliers.

7 The car firms who buy the company’s components are totally satisfied.

Over +to you “
Find out about an organization (perhaps your own, or one of its suppliers) that has adopted
standards such as ISO 9000. Identify one of the ways in which this has changed the way

that the company works.
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Investors in People is a framework
developed in the UK. It sets a level of
good practice for training and
development of people to achieve
business goals. It is used by more than
37,000 organizations in the UK and
elsewhere,

The Investors in People Standard is
based on four key principles:

Quality and people
n Investors in People

There are models and frameworks that
emphasize the human dimension in
improving quality.

a Commitment to invest in people to achieve business goals.

b Planning how skills, individuals and teams are to be developed to achieve these goals.

¢ Action to develop and use necessary skills in a well defined and continuing programme
directly tied to business objectives.

d Evaluating outcomes — the results of training and development for individuals’ progress
towards goals, the value achieved and future needs.

BEED 1hc EFOM Excellence Model

The EFQM Excellence Model was developed by EFQM, a non-profit organization set up by
leading European companies to ‘help European businesses make better products and deliver
| improved services through the effective use of leading edge management practices’.

In the EFQM model, people are very much part of the wider quality picture. The model refers to
company stakeholders — not only its employees, shareholders and customers, but the community
as a whole. The model refers to:

Resources — the materials, skills and knowledge used by the firm

Policy & Strategy - the firm’s strategies (see Unit 16) and policies — actions to carry out
those strategies

People management — the way that employees are managed
Leadership — the way the organization is led

Processes — how all the above are combined and exploited

The five factors above that contribute to quality are enablers.

| Results are the outcome of the factors above. They can be measured in terms of:

Business results — the final outcome, i.e. the profits made by the firm
Customer satisfaction — the way customers feel about the firm
Impact on society — the effect of the firm’s products and activities on society

People satisfaction — the way managers, employees, shareholders and other stakeholders
feel about the firm
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4.1 A firm decided to introduce Investors in People principles. Look at the reports from the
management and match them with the four principles in A opposite. There are two statements

relating to each principle.

1 —

We have a committee of managers to
work on the planning of skills
development for individuals and teams in
their departments.

A

We asked groups of employees to
contribute ideas on ways of improving

their skills.

2 = ¥ i
We’ve announced in the internal
company newspaper that we are going to

apply the principles.

~

=
I've asked all our managers to report

verbally on the progress of their

kemployees in working towards the goals.

= We've asked an external consultant to
quantify financially the effectiveness of

the actions that we have underraken.

[ was sent on a training course with the
other managers. We learned how to

_Improve our management techniques.

4 [ We sent all employees on a three-day
quality training course.

We’ve announced on our customer
website that we’re going to apply the
Investors in People principles.

vV v

14.2  Complete the model, using the factors in B opposite.

Over to you

Describe your own organization, or one you know, in terms of the EQFM model.
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[E4Y Striving for perfection

Benchmarking and best practice

Benchmarking is when a firm finds out which
company performs a particular task best and
models its performance on this best practice —
ways of doing things that have produced the
best results elsewhere and can be adapted to a
new situation. Companies talk about carrying
out a benchmarking exercise. To do this, they
benchmark themselves against other companies.

Large companies can measure the performance
of different departments in relation to each other
in an internal benchmarking exercise.

Competitive benchmarking involves looking outside the company at how other companies in the
same industry do things.

Functional benchmarking looks at how the same function such as manufacturing or personnel
recruitment is done by non-competitors. Companies can learn a lot from firms who are not their
direct competitors. For example, a train company can learn how to clean its trains in a better
way by looking at how an airline organizes the cleaning of its planes.

One way of secing how a competitor’s product is made is by reverse engineering — taking the
product apart to see how it is made. The same principle can also be applied to services. This
technique can also be used in benchmarking.

Best practice is usually uncountable, but you can also
talk about the best practices in a particular area.

Six Sigma quality

Quality can be measured in terms of the
number of defects per million parts,
operations, etc. For example, with 45,000
defects per million parts, this is Two Sigma
quality. With this level of quality, the
chances of a manufactured product such as
a mobile phone being defective are quite

high.

Motorola was the first company to aim for
Six Sigma quality. In manufacturing, Six
Sigma quality is when there is less than one
defect in 300,000 components. Motorola
saved $15 billion over an 11-year period
with Six Sigma.

Improve

This idea can also be applied in areas
outside manufacturing. In invoicing, for
example, it means fewer than three or four
mistakes per million transactions.

Six Sigma quality has been taken up by several other companies.

And the ultimate goal is zero defects — no defects at all.
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15.1

Complete the sentences with appropriate forms of expressions from A opposite.

1 The manufacturers’ association wants to help companies improve manufacturing
- et <5 80 1t’s Offering a new service designed to help companies
. themselves against the best in their industries.
2 hngmeers made replacement parts for the cars by copying the shape and dimensions of the

original parts, a process known as _
3tInternalic g,

establish them throughout the organization.
4 Weuse ...

of our competitors.
5 Look outside your industry! .

looks ror 1ntf:rna|

. to evaluate the effectiveness of our website against those

-can teach you a lot - as the firms

you are asking for advice are not your LOITIPCUI'OI’S they may be more willing to help.

15.2  Look at B opposite. Then read this article and answer the questions.

What is Six Sigma?

Globalization and instant access to information,
products and services continue to change the way
our customers conduct business.

Today’s competitive environment leaves no
room for error. We must delight our customers
and relentlessly look for new ways to exceed their
expectations. This is why Six Sigma quality has
become a part of our culture.

What is Six Sigma? First, what it is not. It is not
a secret society, a slogan or a cliché. Six Sigma is
a highly disciplined process that helps us focus on
developing and delivering near-perfect products and
services.

Why *Sigma’? The word is a statistical term that
measures how far a given process deviates from
perfection. The central idea behind Six Sigma is
that if you can measure how many ‘defects’ you
have in a process, you can systematically figure
out how to eliminate them and get as close to ‘zero
defects’ as possible. To achieve Six Sigma quality, a

N S ——

What is the central idea behind Six Sigma?
What is an ‘opportunity’ in this context?

How is ‘defect’ defined here?

Dk WN =

Over to you ‘t

B T s W

process must produce no more than 3.4 defects per

million opportunities. An ‘opportunity’ is defined as

a chance for non-conformance, or not meeting the

required specifications. This means we need to be

nearly flawless in executing our key processes.

Key Concepts of Six Sigma

At its core, Six Sigma revolves around a few key

concepts:

« Critical to quality: Attributes — characteristics —
most important to the customer

o Defect: Failing to deliver what the customer
wants

« Process capability: What your process can
deliver

« Variation: What the customer sees and feels

+ Stable operations: Ensuring consistent, predictable
processes to improve what the customer sees
and feels

and tries to

» Design for Six Sigma: Designing to meet
manufacturing capability
AR A ettt e e e

What word is used to describe something without faults?

What word is used to describe something without unwanted variations?
What word is used to describe something where you know what you're going to get?

Think about your company or one you would like to work for. Then think about one of its
competitors. Is it useful to know how effective they are in different areas?
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m Strategic thinking

S oy

A strategy (countable) is a plan or series
of plans for achieving success. Strategy
(uncountable) is the study of the skills,
knowledge, etc. required to make such
plans. Strategic success in a commercial
organization is often measured in terms
of profitability — the amount of money it
makes in relation to the amount invested.

An important part of planning is resource
allocation. This is the way that resources
such as finance, people and assets —
equipment, buildings, know-how, etc. —
are used to achieve a particular objective.

A company’s senior executives decide or formulate strategy. Many organizations state their main
overall objective or vision in a mission statement.

A strategy requires commitment. Everyone in the organization must work towards the
implementation of the strategy — putting it into practice — and its success.

m Word combinations with ‘strategic’

Here are some frequent combinations with ‘strategic’:

[ move an action with a particular purpose in relation to objectives
partnership when two companies work together towards a specific goal
S when a company decides something important for its long-
decision f & 1mp 8
. term future
strategic 1 — :
acquisition when one company buys another for strategic purposes
goal an objective the company wants to reach
ision when someone has clear ideas about actions to take for future
success
Companies and markets
When a company:
a defends it tries to prevent competitors from being
successful there.
b attacks it starts selling there for the first time.
¢ establishes a foothold/ « it occupies a small part of the market in
toehold in A anarucy preparation for gaining a larger part.
d invades it starts to be very successful there.
e dominates it is the biggest competitor there.
f withdraws from it stops selling there.
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16.2

16.3

Here are some questions from shareholders at the annual meeting of a car company. Complete
the chief executive’s answers with appropriate forms of expressions from A opposite.

1 Q: Why has the company bought out one of its biggest rivals?

Tohas Was Part OF GUE vosme i e .. to broaden our customer base.

2 Q: Some of our plants have very low productiviry. What are you doing about this?

A: We have taken steps to ensure that our . e are used more
effectively. This is an important part of our strateglc AT AR s B process.
3 Q: Why are you closing one of the plants?
A: Thisisanissueof ... . .. We don’t have infinite financial resources
and we want to concentrate investment on the most profitable models.
4 Q: Where can we read about the company’s goals and values?
A: Our main objectives are in the company’s ... ..o

Match the two parts of these extracts containing expressions from B opposite.

: As large retail chains such as J. C. Penney | #  yision to build a national retail brand. I
make strategic ,t b e — e rem——
e B e moves to stand-alone stores, what are
- Rockwell has direct ties to technical | traditional shopping malls to do?
umversmes Its strategic | o e
T s e € objective of building close ties with local |
2 The CEO of First Guaranty said, | universities and research orgamzatsons
‘We intend to make other qtrateozc J e -
e partnerships in the US include Case Western |
¢ Japanese firms” R&D units have the strategic | Reserve University and Cleveland State ,f
ettt ettt University. i
> Inthe 19905, Nokia made a strategic | o o— R —
—rr=————r ettt acquisitions as well as focus on our own |
®  Howard Schultz, the founder and leader | organic growth.” |
of Starbucks, had the strategic | o E——

e —— e decision to concentrate on telecommunications |
and become a leading supplier of mobile :
telephone technology and networkq i

Rewrite this article, replacing the underlined phrases with appropriate forms of expressions
from C opposite. You can use some expressions more than once.

McDonald’s arrived in China quite early and King decided to open restaurants in cities all
(1)_was the biggest competitor by the time over China. Five years later, McDonald’s
Burger King decided to (2) open restaurants (5) was still the biggest company in the market,
there. Burger King did not have the resources with a 20 per cent market share. Meanwhile,

to (3) aggressively enter the market, so it one of their competitors, Schlotzsky’s Deli, had
(4) occupied a small part of the market by already given up and decided to (6) leave the
opening just a small restaurant in Shanghai in market.

order to test it. This was successful, so Burger

Over 4o You

Think about your mgamzatnon or one you would like to work for. Look at its website and
find its mission statement. If it doesn't have one, what would you suggest?
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Actions that increase competition
are said to encourage, intensify or
sharpen it. Actions that limit
competition are said to harm,
inhibit or stifle it.

[WA Competition
m Competition

Very strong competition in an
industry can also be described as:

cut-throat
ferocious
intense

fierce
stiff

The main competitors in a particular industry are its key players (see Unit 19). Smaller
competitors may be referred to as minor players.

Situations where there is only one supplier and no competition are monopolies.

m ‘Competing’ and ‘competitive’

| Competing and competitive are adjectives related to ‘competition’. Two companies may produce
competing products — products that compete with each other. A competitive product is one that
has real and specific benefits in relation to others of the same type.

Here are some frequent combinations with ‘competing’:

competing

bids price offers for a company in a takeover
offerings products from different companies

suppliers companies offering similar products or services
technologies technical ways of doing something

Here are some frequent combinations with ‘competitive:

where a company is in relation to its competitors in terms of

position y

size, growth, etc.

the force that one competitor can bring to bear in relation to
pressure

another
price one that is similar to or lower than those for similar products

competitive something that one competitor may do to weaken another’s

threat 1 ’

position

advantage /  superior products, performance, etc. that a competitor can offer
edge in relation to others and which give it a lead over its rivals

a plan or plans for success in relation to competitors, and the

strategy S :
8y study of this in business schools
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17.1

17.2

17.3

Complete the sentences with appropriate forms of the correct verb in brackets from A opposite.

1 In banking in the European Union, 25 separate national rules and all sorts of exceptions

may resulcin ... (encourage / stifle) competition rather than ...
(encourage / stifle) it.
2 Fast bullet trainsthave ... (intensify / harm) competition in South Korea’s

domestic travel market.
3 The Federal Trade Competition rejected the idea that the combined companies would
..... i (intensify / harm) competition, noting that the two parties weren’t direct

4 International agreements regulating marker access by airlines ... s (ShAEpEn /
inhibit) competition and are bad for customers.

5 Consumers should welcome new entrants to the credit market, not just because it widens
their choice, but because it could lower the cost of credit by ... .. (sharpen /
inhibit) competition.

Look at B opposite. Match the two parts of these extracts containing expressions with
‘competing’.

: y a : A -
1 What is to stop supposedly competing | bids from mining giants Inco Ltd and Xstrata. |
2 commtouch can position itself in | b suppliers from secretly agreeing to |
the middle of the competing keep prices high? |
3 Diamond Fields Resources Inc = offerings, with prices ranging from |
was the target of competing $300 to $450. I
4 d

The software is 25 per cent cheaper | technologies by offering ‘unified
than competing | messaging solutions’.

Look at B opposite again. Complete the sentences with appropriate forms of words that can
follow ‘competitive’.

1 He was criticized for being too Eurocentric and failing to pay sufficient attention to the

COMPETItIVE .. frOm south-east Asia.
2 The trick is to find businesses that can sustain their performances over the long term and
have some competitive ... (2 expressions) to keep them ahead of their rivals.

3 For the price-conscious consumer, alternative retail outlets can offer organic food at more
COMPEILIVE ... .

4 BankOne will enhance its competitive ... ... and boost its financial growth
through the transaction, which is expected to add to earnings immediately.
5 Mall stores are under the most competitive ... ... that they’ve been under in

their 40-year history, with new discounters and superstores increasingly moving in alongside
traditional malls.

6 Decades of management theorizing around the world have produced mountains of books,
many of which promise to deliver the secrets of success. But there is no consensus on
competitive

Over 4o Yyou

-

Think about your organization or one you would like to work for. Who are its fiercest
competitors? Why are they a threat?
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Companies and their industries

Competitive forces

An important strategic thinker is Michael Porter'. He defines the five competitive forces at work
in any industry.

L Potential entrants ]
I

Threat of
new entrants

v

Bargaining ; Bargaining
Suppliers power of —— Industry com? e.ntors <—— power of Buyers
Rivalry among existing firms

suppliers 3 buyers

Threat of substitute
products/services

Substitutes

These are the factors that a firm needs to consider in developing its competitive strategy (see Unit
17). A successful firm has to build and maintain — keep — its competitive advantage in relation to
these forces.

SWOT analysis
SWOT stands for strengths, weaknesses, opportunities, threats.

In formulating strategy, a company should look at its strengths and weaknesses in relation to its
competitors. For example, a good sales team is a strength, and poor internal communication is a
weakness.

The company should also look at opportunities and threats in its environment — the strength of
competitors, government regulation, the way that society is changing, etc. These are external
factors. For example, a change in a country’s legislation on broadcasting might represent an
opportunity for a group that wants to buy a television company there. The change would
probably also pose a threat to existing broadcasters.

The particular ways that a company organizes and combines its human resources, know-how,
equipment and other assets are what Hamel and Prahalad? call its core competencies. These are
internal factors.

Be good at something
Porter says that competitive advantage can be based on:

® cost leadership — offering products or services at the lowest cost; this is one strategy to
adopt in volume industries with competitors producing large numbers of similar products

® differentiation — offering products or services that give added-value in terms of quality or
service compared to competitors

® focus — combining elements of the above two strategies to concentrate on a niche —
a specific part of the marker with particular needs

The danger, says Porter, is when a company does not follow any of these particular strategies and
is stuck in the middle.

LCompetitive Strategy: Techniques for Analyzing Industries and Competitors, Free Press, 2nd edition, 2004.
*Competing for the Future, Harvard Business School Press, 1996.
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18.1

18.2

18.3

Look at A opposite and the examples (1-5) below of the expressions in the diagram boxes.
Match each example with an appropriate form of one of the expressions.

1 Coca-Cola and Pepsi-Cola in soft drinks

2 a company that starts selling computer games when it has not sold them before
3 electrically powered cars in relation to petrol-driven cars

4 car manufacturers in relation to component manufacturers

5 component manufacturers in relation to car manufacturers

The head of a UK university is presenting a SWOT
analysis of his institution in relation to its attractiveness
to foreign students. Complete the table below with the
expressions in italics in note form. The first one has
been done as an example.

1 “We have some very good lecturers, especially in
science and engineering.’
2 ‘There may be an economic slowdown next year,

with fewer students able to afford to come here. = —~

3 “We are situated in one of the UK’s most attractive OPPORTUNITIES
cities.

4 “We need to improve our facilities — students e

these days expect very high class accommodation,
restaurants, etc.’

5 ‘The English language is a key asset. Everyone wants
to study in English.’ THREATS

6 ‘There are some excellent universities in the US that ' =
are also strong in the subjects that we teach. They
may challenge our position.’

7 ‘In the long term, there are potentially more and more students from abroad looking to study
in the UK.

Strengths Weaknesses Opportunities Threats
very good lecturers

Look at the mission statements of these companies. Which strategy in C opposite does each
correspond to?

1 “To make sports cars for discerning enthusiasts with high technical knowledge.’
2 “To sell clothing more cheaply than department stores.’
3 “To sell electrical goods with a high level of after-sales service.’

Over 4o you

Analyze your organization, or one you would like to work for, in relation to the industry it is
in and to the forces in A opposite.
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Key strategic issues

Industries and their players

In some industries, like steel or tyres, there are few companies: these industries are concentrated.
These are industries with just a few key players (see Unit 17). Other industries are fragmented;
for example, there are millions of restaurants worldwide, and even the largest chain, McDonald’s,
only has a market share of less than 1 per cent in terms of all restaurant meals served worldwide.

Some industries have low entry barriers — anyone with a small amount of capital can open a
restaurant.

If an industry has low entry barriers and is attractive because of its high potential profitability,
there may be new entrants. This was the case for internet service providers a few years ago; a lot
of companies offered this service at first.

Other industries, like steel, require massive investment in equipment, know-how, etc. Such
investments are high entry barriers, and new entrants to the industry are rare.

Mergers and acquisitions (M&A)

Some companies are very acquisitive — buying
competitors in their industry or companies in other
industries in a series of acquisitions or takeovers,
which they may refer to as strategic acquisitions.
Or a company may merge — combine as an equal —
with another company of similar size.

A company may also own or buy its suppliers and J \ k
customer companies in a situation or process of - - s g

vertical integration.

The result of this may be an unwieldy conglomerate — a holding company with a large number
of subsidiaries which may not be easy to manage profitably as a group.

Make or buy?

Supporters of conglomerates pointed to portfolio theory — the idea that when demand for goods
or services of one of the companies in the group was weak, it would be compensated by stronger
demand for those of other companies in the group. This meant that overall profitability would
be regular despite variations in profit from the different companies.

Recent strategic thinking, especially in the West, holds that conglomerates are not good. Many
conglomerates have disposed of or divested their non-core businesses, selling them off in order to
concentrate on their core business. This is related to the make or buy decision where companies
decide whether to produce particular components or perform particular functions in-house or,
on the other hand, to buy them in from an outside supplier (see Unit 31).

However, many conglomerates continue to exist. For example, in South Korea, there are
chaebols. They were often started as family(-owned) businesses, where different members of the
same family each owned and managed companies dealing with different parts of the industrial
process in a situation of vertical integration (see above).

The nouns relating to dispose and divest are disposal and divestment. They can be

both countable and uncountable nouns. Compare divestment with investment.
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19.2

Complete the crossword with the correct form of words from A, B and C opposite.

Across
8 and 5 Things that make [7] Ol
it difficult to get into an ~ [— —
industry (5,8) |

il
9 A type of large Korean el E—LL-_FJ— }-

group of companies (7) 7“

11 When a company sellsa |8 b B 6
business activity (10) ! 9 1 10 ‘ |

13 See 12 down = = L

15 If an i{.ldustry is difficult  |— — ET | = | ‘ | -
to get into, entry {0 [ |

barriersare ... (4)

17 A large group of ‘_13_ [ M oo [l
different businesses (12) ™ 1 B o
16

Down
1 The idea used by believers
in conglomerates (9,6)

2 A large industry with not o ‘ [ -
many companies is Lj ‘ ‘ l

s (12)
3 When two companies join as
equal partners, they ... (3)
4 A company’s most important business activity: its ... business (4)
6 A company that buys lots of other companiesis ... (11)
7 A large industry with lots of small competitorsis . ... (10)
10 A profitable industry that companies want to get into is ... (10)
12 and 13 across When a company owns or buys its suppliers or customers (8,11)
14 In a fragmented industry, each competitor only has a small market ... (5)
16 If an industry is easy to get into, entry barriers are ... (3)

An executive in a consumer goods company is talking. Complete what she says with
expressions from A and B opposite.

‘We make a wide range of consumer goods. Over the years we have made a number of

) e T e , buying companies that fit in with our long-term plan of being
the number one consumer goods company in Europe. These (2)

(2 expressions) mean that we now own a large number of (3) ... ,each
with its own brands. We have become an (4) ... ,and all this is very

difficult to manage. So we are now reducing the number of brands from 300 to 100, and
getting each unit of the company to concentrate on our long-term goal — increased

(5) i S , which means better results for our shareholders. And our
increased power will certainly dissuade new (6) ... from coming into
the industry, so our position will be further strengthened.’

Over to You

Think of a recent merger or takeover. What benefits were claimed for it at the time?
Have they materialized?
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Innovation

Innovation and the development process

Enrique Sanchez is head of new product development at
a large consumer products company:

‘We want to foster creativity and innovation — the
development of new ideas. Ours is a large company, but
we want to avoid becoming bureaucratic, with slow
decision making.

“We encourage employees to be creative within the
organization and to work on their own projects outside
the usual frameworks; we allow them to spend 15 per
cent of their time on this. We set up skunk works — a
place away from the main company sites and outside
the usual structures, to work on innovations. This is the
way we do our new product development. The most
famous example of this was IBM, when it developed its
PC away from the company’s main research and
development (R&D) sites.

‘We firmly believe that companies have only two basic
functions: innovation and marketing. Our marketing

people are heavily involved in new product development.

They get the reactions of focus groups — groups of
consumers who say what they think of the product — at
a very early stage in the development process.’

Pioneers and followers

‘One problem is to know whether to introduce a product or service before anyone else or to
wait for others to introduce similar products. Some say that if you bring a product to market
first, you have first mover advantage — you can influence the way the market develops. These
companies or their products are trendsetters or innovators. Others say that it’s better to be

followers and learn from the mistakes of the pioneers.

Shakeout and consolidation

A new or emerging industry, perhaps one based on a new technology, can be attractive; the
future structure of the industry is not yet established and there is room for many competitors.
But as growth in the new market slows, smaller competitors with higher costs can no longer
compete. They drop out or are bought by the larger companies in a process of shakeout and
consolidation, leaving the larger companies with the resources to dominate the industry, which is

now marture,
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20.1

Look at A opposite. Then decide which category (a—f) these rules (1-14) used by Lockheed for
skunk works projects to produce aircraft belong to.

a budget and financing d managers’ authority
b dealings with contractors e number and payment of staff
¢ facilities and access to them f procedures and systems

1 The skunk works manager must be given practically complete control of the program in all

aspects. He/She should report to a division president or higher.

Strong but small project offices must be provided.

3 There must be a minimum number of reports required, but important work must be
recorded thoroughly.

4 There must be a monthly cost review covering not only what has been spent and committed
but also projected costs to the conclusion of the program.

5 Push more basic inspection responsibility back to subcontractors. Don’t duplicate so much
inspection.

6 The specifications applying to the equipment must be agreed to well in advance of
contracting.

7 There must be mutual trust between the military project organization and the contractor,
with very close cooperation on a day-to-day basis.

8 Because only a few people will be used in engineering and most other areas, ways must
be provided to reward good performance by pay not based on the number of personnel
supervised.

&)

20.2 Complete the sentences with the correct forms of expressions from B opposite.

20.3

1 The iPhone was seen to be a ... in design and ease of use, and other phones
have had to catch up.

PL TS B o in email and online advertising, Yahoo has been shouldered aside in
recent years by Google.

3 When one company ... a successful business, competition inevitably intensifies.
Consumers benefit from the resulting cuts in prices and improvements in quality.

4 So far Taiwan has always beena ... .. ... ,making things invented elsewhere more
cheaply.

Look at the following facts about the development of the market for online book sales. (They
are not in chronological order.) Complete each fact with an appropriate form of an expression
from C opposite.

1 Some smaller companies stopped selling altogether — they ...
2 There is a trend towards fewer and bigger companies in the market, a trend towards

3 Selling books online in the 1990s was new — it was an
4 Amazon and a few others lead the industry — they

5 The market is no longer VOUNE— TS TOW ittt i s :
6 The ‘rules of the game’ are now fixed — the structure of the industry is

Over to You

e |s it always difficult for large organizations to come up with innovative ideas and products?
* How does your organization produce new ideas?
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Preparing for the future

Scenario planning
Manuel Ricardo works on long-term strategy in a large oil company:

‘My job is to contribute to long-term plans for our future activities. We have to anticipate —
judge and estimate — what competitors’ behaviour and activities will be. We also have to look at
trends in the general social and economic environment, and be ready to respond to changes in
society and changes in the economy as a whole. This is called scenario planning. In our
organization, we imagine ways in which the energy industry might change and evolve — how the
industry might develop — and what the place of oil will be in relation to alternative fuels in 20,
50 or 100 years from now.’

Futurology

T'm a kind of futurologist or futurist. Of course,
futurology is not an exact science, but there are
ways of forecasting or predicting the future in a
structured manner. There is the Delphi method,
where a panel of experts make forecasts about a
subject independently, and the forecasts are
circulated to the other members of the group.
Each member then comments on the others’
observations. The process is iterative — repeated
several times. Opinions converge — become more
similar — and experts reach a consensus — an
agreement about what is likely to happen. The
method can be used to make predictions in a
number of different applications — uses.

‘The technique is based on the idea that a structured group will produce more accurate results
than an unstructured one or from individuals working on their own. It can be adapted for use in
face-to-face meetings, and is then called mini-Delphi or Estimate-Talk-Estimate (ETE).

Risk management

‘A related area is risk management. Operating in politically unstable countries is one of the most
extreme examples of where we have to manage risk. The dangers there may include
nationalization of assets by the government.

‘Elsewhere, we may be accused of working with governments that people do not approve of.

We have to think about the impact of this in terms of our reputation for social responsibility
(see Unir 48).

“There is the danger of oil spills from ships transporting
our oil, with the resulting pollution and associated
costs of fines, cleaning up, etc. In addition, there is the
much greater long-term cost of the negative effect this
has on our image — the way the company is perceived.
A badly handled oil spill is a public relations disaster.

‘These are some of the potential crises we face. We try
to have contingency plans or crisis management plans
for all the risks we can think of.

‘If our computer systems are damaged, for example in a fire, we have
business continuity plans, involving back-up machines on another site singular: crisis
so that we can carry on working normally”

plural: crises
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21.2

Manuel Ricardo is talking about the oil industry. Match the underlined words relating to the
expressions in A and B opposite that he is referring to.

1

‘In studying the trends in the wider picture, we may find that there is increasing consumer
demand for alternative fuels such as wind energy, and we have to take account of this change
in consumer expectations.’

‘Of course, people in my profession take into account all the factors we can in making our
forecasts, but what we do is an inexact science.’

‘One of the problems with this approach is that the members will come up with the same
ideas as the other participants. There is always a danger when you have a view that everyone

shares that you exclude other possibilities.’

“When you make these, you can’t avoid looking to the past.’

“Of course, it is an inexact science — the only thing you can say for sure is that the future will
be like the past, but different.’

‘In this area, some of our competitors are talking about scenarios over periods up to

300 years!’

This process of finding ideas and submitting them to others who then challenge them and
send them back with comments can be very useful. (3 expressions)

It’s very difficult to predict how industries will change and develop, and even more difficult
to predict new industries that might emerge.

Look at C opposite. The questions are from shareholders at a tobacco company’s annual
general meeting. The answers are from the company’s chief executive. Match the questions with
the answers.

1

“Would you be prepared if the

company’s executives were kidnapped

when working abroad?
‘Do you approve of the government’s

initiative on preventing children under

16 from smoking?’

“What are you doing to protect the
company’s image in health issues
generally?’

‘Is there a risk of nationalization

of the company’s assets by foreign
governments?’

‘Are you sure that you have done
everything to prevent damage to the
company’s reputation in extreme or
unusual situations?’

Over 4o You

“Yes, we are fully aware of our social
responsibility in this area.’

‘Protecting the image of any tobacco
company is difficult, but we support, for
example, the European Union’s plans for
stricter health warnings on cigarette packets.
We know our image will suffer if we don’t.’
“Yes, we have the best public relations firm
in the business who know exactly what to
do to prevent public relations disasters.
‘No, the trend now is for governments

to sell state-owned assets in the tobacco
industry, rather than buy them!

“Yes, we have contingency plans to deal with
that. A special crisis management team will
meet to deal with the situation.’

* What is the biggest risk for your organization or one you would like to work for?
* How has your organization handled risks in the past? What lessons has it learnt?
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¥4 The four Ps and beyond

The four Ps

Susanna Chang is marketing manager ar a

mobile phone company:

‘Of course, marketing is often defined in
terms of the following:

Product - deciding what products or
services to sell. The word ‘product’ for
us can refer to a product or a service,
or a combination of these. We have to
decide what our offers or offerings —
products, services and combinations of
these — will be.

Pricing ~ setting prices that are attractive to customers and that are profitable for the
company.

Place ~ finding suitable distribution channels and outlets to reach these customer groups.

Promotion — all the activities, not just advertising and other forms of communication,

used to support the product. This includes everything from pre-sales information to after-
sales service.

‘These are the traditional four Ps of the marketing mix — the factors that we use in different
combinations for different products and different potential buyers (see Unit 24).

m Three more Ps

‘But in services such as mobile phone
communications, we also have to think about
the following:

People — The people in contact with our
customers must have the right attitude —
way of behaving, etc. — whether in our
shops or in our call centres. They have
to be helpful, well-trained and highly
informed about our products and highly
motivated to sell them. They are the
public face of the company, not only
during the sales process but afterwards.
Customers can come back with their phones to get more “training” from our sales
assistants on how to use them. This after-sales service is all part of the overall sales
support.

Process — This is the whole series of events from initial interest in our company’s services,
purchase of a phone, connection, invoicing, etc. This should be as efficient — well-run,
problem-free, etc. — as possible and contribute to a positive customer experience.

Physical evidence — Customers can see our phones in our shops or on our website, but
they have to be convinced of the benefits of our service as a whole. Until they do, the
service remains intangible — not visible. We provide physical evidence of services by giving
in-store demonstrations of people using our phones, accessing the Internet, etc.

‘So my job is much more than organizing advertising campaigns. I work with engineers, finance
people and other senior managers to find offerings that will appeal to customers.’
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22.2

2

Susanna Chang is talking abour her organization. To which ‘P’ of the marketing mix in A

opposite is she referring to in each of her statements?
1 4

We want to offer calls at a lower We have our own high-street outlets,

cost than our competitors. but we don’t sell through other chains.
i i T

We don’t put our own brand on We phone existing customers to

mobile phones — we sell phones from try to persuade them to buy more

different manufacturers for use on sophisticated phones where they

different call plans: both pre-paid _can download other services.

and monthly-billed customers.

T s 6
We advertise more and We sponsor sports events.
more on the Internet.

Look at B opposite. Complete the section headings (a—c) with the three Ps from B opposite.
Then complete the gaps (1-7) with expressions from B. Use some expressions more than once.

R e

A service can’t be experienced before it is delivered. This means that choosing to use a service
can be perceived as a risky business because you are buying something (1) ... ’
This uncertainty can be reduced by helping customers to ‘see’ what they are buying. Facilities
such as a clean, tidy reception area can help to reassure them.

Anyone who comes into (2) ... with your customers will make an impression,
and that can have a profound effect, positive or negative, on customer satisfaction. It is
essential that all employees who work with customers are the right kind of people for the
job. They must be highly informed and (3) .. ... P , be appropriately trained, and
have the right (4) . - in dealing with customers. The level of after-sales

(5). <. and advice provided by a business is one way of adding value to what
you offer, and can give you an important edge over your competitors.

TPhe (6] o . of giving a service, and the behaviour of those who deliver it,

are crucial to customer satisfaction. Issues such as waiting times, the information given to
customers and (7) ... . staff are all vital to keep customers happy. Customers
are not interested in the details of how your business runs. What matters to them is that the
business works for them.

Over to you {

* Think of a product that you bought recently. Describe your purchase in terms of the four

Ps in A opposite.
* Now describe a service you have bought recently in terms of the additional Ps in B opposite.
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Customer satisfaction

The four Cs
Susanna Chang, mobile phone marketing manager (see Unit 22), continues:

‘The whole marketing effort can be looked at from the point of view of customers, rather than
the company, with the four Cs:

® Customer solution — we aim to find a solution to a customer “problem” by offering the
right combination of product(s) and service(s) to satisfy particular customer needs. For
example, pay-as-you-go was a dream solution for parents worried about children running
up big phone bills.

® Customer cost — the price paid by the customer for the product. It includes the “price”
related to not buying another product of the same or another type. For example, someone
who buys a sophisticated mobile may not then have the money to buy a laptop computer
that they wanted.

® Convenience — distributing our products in the way that is most convenient for each type
of customer. We have to decide, for instance, how many new shops to open and where
they should be. We also have to think about the people who prefer to buy online.

® Communication with the customer — customers are informed about products through
advertising, and so on, but the communication is two-way. Customers also communicate
with us, for example through telephone helplines. This is a good way for us to find out
more about what our customers want. We can then change or improve our offering, and
get ideas for new offerings.

“Thinking of the marketing mix in these terms helps us maintain a true customer orientation or
customer focus.

Customer expectations

When customers get what they hoped for, their expectations are met and there is customer
satisfaction. Products, sadly, often fall below expectations.

When expectations are exceeded — you get more than you expected — there may even be
customer delight (see Unit 12), but this partly depends on how involved you are in the purchase.
There is a difference in your degree of involvement when you buy different products. For
example, there is low involvement when you buy something ordinary like petrol, and high
involvement when you purchase something emotionally important such as a family holiday.

Customer dissatisfaction

Research shows that 95 per cent of dissatisfied customers don’t complain; they just change
suppliers. Satisfied customers create new business by telling up to 12 other people. Dissatisfied
ones will tell up to 20 people*. Word-of-mouth is a powerful form of advertising,

Some say that encouraging customer loyalty or allegiance is important for profitability. They say
that customer retention — keeping existing customers — is key. Getting repeat business is five
times cheaper than finding new customers. (For another view, see the article opposite.)

Customer defection must be reduced as much as possible of course, but a company can learn
from lost customer analysis — analysing its mistakes by asking those who do leave why they

defected.

Services like mobile phone and cable TV companies have to reduce churn — the percentage of
customers who change suppliers or who stop using the service altogether each year. This is very
costly; the companies would prefer, of course, to keep existing customers and add more in order
to build their customer base.

*Philip Kotler and Kevin Keller: Marketing Management, Pearson, 2008.

Business Yocabulary in Use Advanced




23.1 A new customer for Sky satellite television services is talking. Look at A opposite and find
which ‘C” he is referring to in each of the sentences.

I wanted the satellite dish to be W 3 (The cost is very reasonable considering
installed at a time that suited me. \a_llthe channels you get.

2 : 4 i :
I had some questions about how to I wanted a TV service with good
use the service, so I looked at the Sky reception. The ordinary TV signal
website. It answered all my queries. _In my area is very bad.

23.2 Maich the two parts of these sentences containing expressions from B opposite.

1 The systematic analysis of a loyalty programs for years and says the best
customer claims constitutes an programs allow customers to earn points
important source of information outside the business but redeem them inside.
on customer b satisfaction, or more likely, on customer

2 Dreze has researched customer dissatisfaction.

3 The company’s acquisition of its ¢ delight by delivering more than you promise.
rival led to customer d defections, due to declines in service quality.

4 Maintaining customer e allegiance results from continuing to provide

5 You can sometimes obtain excellent service, which dissuades your
customer customers from wanting to go elsewhere.

23.3 Look at C opposite. Then read the article and find the following:

1 five industries

2 three types of customers, and the behaviour of each type

3 one finding of the McKinsey research into loyalty

4 four findings of the research by Werner Reinatz and V. Kumar

Fle Edt Yiew Favortes TJoos Help

McKinsey research in the US underlines the need to distinguish between three types of loyals. They are:
‘deliberatives’ who rationally choose their current provider again because it offers the best deal; ‘emotives’
who have special feelings for the brand; and ‘inertials’ who can't be bothered to switch. Clearly, each
segment needs to be treated very differently.

The McKinsey research also suggests that people who spend less on a brand have a greater financial impact
than people who actually defect. Over a one-year period, for example, one retail bank saw deposits fall by
only 3 per cent as a result of defections, compared to a 24 per cent fall as a result of reduced balances.

Werner Reinatz, an assistant professor of marketing at Insead, and V. Kumar of the Connecticut School of
Business Administration studied an IT services provider, a mass grocer, a financial services company and a
mail-order company. They conclude there is “no evidence to suggest that customers who purchase steadily
from a company over time are necessarily cheaper to serve, less sensitive to different price levels, or
particularly effective at bringing in new business.’

In none of the companies were long-standing customers consistently cheaper to manage than short-term
customers. In fact, because one-off transactions tend to be cheap to conduct while ongoing relationships are
expensive to manage, the opposite was often true.

Over 4o You

Look again at the article above and think about your own loyalty to a particular brand as a
consumer. Are you a ‘deliberative’, an ‘emotive’ or an ‘inertial'? Describe your behaviour.

y
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Knowing your customers 1

Market intelligence and market research

Market intelligence is knowing about the latest trends in a market — the people or organizations
who buy or might buy something. These trends include changes in buyers’ needs, new products
that competitors are developing, and so on. Some intelligence can be gathered by salespeople
reporting what they see going on when they visit customers, etc. Or it might be gathered by
companies sending mystery shoppers — researchers who pretend to be real consumers — who go
into shops to see how the company’s products are displayed, how salespeople behave, etc.

However, finding out fully about a market requires systematic market research or marketing
research. A specialized company that carries this out is a market research firm.

Research can be carried out using secondary data — information that already exists and is
publicly available — and primary data — information collected for a specific purpose.

Research stages

Research takes place in these stages:

a Define the problem and the research objectives — identify the exact purpose of the research.
b Develop the research plan — decide how the research is to be carried out.

¢ Collect the data — gather the information. Primary data can be collected through:

® observational approach — for example, watching how shoppers behave in shops when
choosing between different products.

® focus group —a small group of people is invited to discuss a product, service, organization,
etc. with a moderator — a specialist in running group discussions like this.

® online focus group — a group of people discuss the product, etc. online in a chat room
discussion between several people on the Internet.

® survey research — a questionnaire is given to people face to face, for example in mall
intercepts — people are stopped and interviewed in shopping centres or, again, on the
Internet. Website users are increasingly receiving questionnaires in this way.

® behavioural data — information about what people actually buy, rather than what they say
they buy or might buy (see data mining in Unit 26).

® experimental research, involving testing hypotheses — possible explanations or causes — in
scientific experiments to find the correct one. Research such as this may use samples of
people who are representative of larger groups; the opinions, characteristics, etc. of the
sample are the same as those of the wider group.

d Analyse the data, using statistical techniques — mathematical methods are used to analyze large
amounts of data and draw conclusions from it — find key information of use to marketers.

e Present the findings — the researchers communicate what they have found in their research to
the organization.

Marketing plans

The findings may be used by the company as input to their marketing plan for a particular
product or service. The plan includes the marketing mix (see Unit 22) required to achieve desired
results. This type of plan is tactical or operational - relating to the selection, timing and spending
on each element of the mix.

A grand plan affecting a company’s whole future direction is its strategic marketing plan.
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24.1

24.2

24.3

Complete the sentences with appropriate forms of expressions from A opposite.

1 What makes a good oo 2 The best notice both small details and
the big picture. They focus on l:helr own experience, but also what is happening at the next
counter.

2 Salespersons may not like having to spend time on a task for which they do not receive any

payment. In order to organize the ... .o, function of the sales force, sales
managers should explicitly include this responabilmr in the salesperson’s job description.
3 We conducted . s COllection using interviews and

: (.OHCCUOH using published material.

4 Even ina relarwel\ youth-oriented industry, such as athletic footwear, seniors spent nearly 13
per cent more in the past year than they did two years ago, according to data from the NPD
Group, a New York L

5 ihe R T pet rood emphasme not only natural ingredients but also
an 1ncreased obhgatton to identify the precise origins of those ingredients.

Match these stages (1-5) in a markert research project with the stages (a—e) in B opposite.

1 Researchers stopped people in the street and asked them into the rooms to taste three
different new instant coffees. They asked which one they preferred and got them to answer a
questionnaire.

2 Information from the tastings was analyzed — not only the numbers of people who preferred
each type of coffee, but also their professions, social class, etc.

3 Managers from the market research firm were invited by Nestlé to its offices in Zurich.

The research firm recommended that the coffee to be marketed should be the least strong
of the three that had been tested, along with many other conclusions that would affect the
marketing plan.

4 Researchers decided that they would need a sample of at least 1,000 coffee drinkers in each
major European country. They rented rooms in buildings on busy streets in Paris and other
European capitals where they could get people to taste the possible new types of coffee.

5 A foods company wanted to find out if there would be a market for a new instant coffee in
Europe. It contacted Nielsen, a market research firm.

Look at C opposite. Does each of these examples relate to a) an operational/tactical marketing
plan, or b) a strategic marketing plan?

Following market research:

1 Northwest Airlines merged with Delta Airlines to guarantee their future.

2 Ford selected the TV programmes during which its new Fiesta model would be advertised.

3 IBM sold its PC business to Lenovo.

4 Nokia designed mobile phone models specifically for satellite navigation as well as
making calls.

5 Apple cut the price of its iPod.

Over to you

Describe one type of market research that your organization, or one you would like to work
for, carries out, and some of its findings.
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Knowing your customers 2

Segmentation

A segment is a group of customers or potential customers with similar characteristics, needs and
requirements. Segmentation allows marketers to identify and differentiate between the needs of
the customer groups that make up a particular market. Marketers may offer different products
to different segments, or they may offer the same product, marketing it in different ways. For
example, HD (high-definition) television screens are marketed differently for households and
professional users such as cafés and bars. They are positioned in different ways for each segment.
Segmentation, identifying particular target groups, can be
done in various ways.

o ;
p=fl Segment is also @
=l sed as a verb.

Customer groups

Customers can also be divided up by behavioural segmentation — why, when and how often they
buy a particular product, their attitude towards it, etc. Identifying people who drink Coke at
home rather than in cafés is an example of behavioural segmentation based on situation of use.

In demographic segmentation, customers are divided up on the basis of age, occupation and
social class — middle class, working class, etc. A company may intend its products to appeal to a
particular demographic — to be attractive to one of these groups.

People from a given social class may spend their money in particular ways, but it can be more
useful to look at people’s lifestyles — the overall pattern of how they live, what they buy, etc.
Here, values, opinions, activities and interests are important.

Psychographics is the activity of attempting to categorize people in this way. For example, the
VALS system* divides people into groups such as:

a actualizers - successful, active people with cultivated, expensive tastes

b strugglers — poorer, elderly people who are loyal to familiar brands

¢ experiencers — young, enthusiastic people who spend a lot on clothes, music, etc. without
planning for a long time what they are going to buy

d believers — conservative people who prefer familiar products and established brands

e makers — practical family-oriented people who buy practical, functional products such as tools

f strivers — people without much money, but who buy stylish products to imitate those with
more money

New technologies, new concerns

In retailing, radio-frequency identification (RFID) can be used to track — follow — purchases
made by individual customers even more closely than loyalty cards (see Unit 26). Each product is
identified by a tag. Electronic readers can scan tags in one go to see what is in a shopping trolley,
a kitchen cupboard, etc. This information can be used to build profiles — detailed descriptions —
of individual shoppers.

On the Internet, the technology exists to analyze traffic to a particular website by tracking the
way that visitors use it and interact with it. How many people just look around and leave
without buying anything? How many conversions — visitors who go on to buy something — are
there? How many virtual shopping carts are abandoned — how many start a purchase without
completing it?

And the software exists to track the overall internet usage of individual users — all the sites that
they visit, how long they stay on each site, etc. Marketers can use this information to build
profiles of different user groups.

Of course, all these things raise concerns in the areas of privacy and confidentiality.

*You can take the VALS questionnaire and get your own VALS profile on the Internet.
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25.1

25.2

25.3

Use expressions from A and B opposite to complete these statements by people working for
different organizations. You can use some expressions more than once.

1 ‘I work for a food products company. We make a powder that can be added to hot milk
to make a nutritious drink. It is used to make two different products and sold under two
different names — to mothers who feed it to their babies and to old people who drink it to get
important vitamins. This is the basis of our . Of course, these are
twoentirelydifferent.. b e ?

2 “We sell car insurance. We Lalculate the premlums using applicants’ postcodes because this
tells us about the areas our customers live in and their ... . . We are
great believers in . : >

3 ‘Iwork fora polmcal parry When we knock on people’s doors and ask them to vote
for us, we never try to persuade people who are hostile to us. We concentrate on those
who are favourable to us in some way, even if they haven’t voted for us before. This

- allows us to target our resources better’
41 work on health campaigns to discourage people from smoking. One of the most important
! is young people from 12 to 18. We want to discourage them from
takmg up smokmg in the first place.’

Look at B opposite. Match the consumers (1-6) with the VALS types (a—f)in B opposite.

1 a father of three children who spends a large part of his weekends in do-it-yourself stores

2 a middle-aged person who goes out to buy a vacuum cleaner, chooses a Hoover and avoids
the new ‘hi-tech’ brands like Dyson

3 a professional person in her 30s earning €80,000 a year who buys opera tickets at €100 each

4 a single woman of 22 who spends a large proportion of her income eating out and on
clubbing without thinking much about her spending

5 a woman in her late 20s who spends 30 per cent of her income on expensive clothes brands
s0 as to feel more at ease with colleagues who are earning more than her

6 someone with a basic pension struggling to reach the end of the month, who buys food
brands that she knew in her childhood

Use expressions, and expressions grammatically related to them, from C opposite to complete
the text.

More enterprise features
Google Analytics now makes the features that experts demand easy to use for everyone. Gain rich

insights into your website (1) - with Advanced Segmentation, Custom Reporting,
Motion Charts and more.

IMPROVE YOUR ONLINE RESULTS

Learn more about where your (2) ... T — ...come from and how they (3) ...
with your site. You'll get the information that you need to write better ads, strengthen your marketing
initiatives and create higher-converting websites. Learn more about the benefits. Google Analytics is free
for everyone, whether you are an advertiser, publisher or site owner.

TEST YOUR WEBSITE AND INCREASE (4] ... e

You can now use your Google Analytics Iog:n to access Website Optimiser. Find out which page designs,
headlines and graphncs (5) . the most visitors.

Over 4o Yyou

v

Think of a product you have bought recently and analyze your purchase in terms of some of
the different types of segmentation.
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25.1

25.2

25.3

Use expressions from A and B opposite to complete these statements by people working for
different organizations. You can use some expressions more than once.

1 ‘I work for a food products company. We make a powder that can be added to hot milk
to make a nutritious drink. It is used to make two different products and sold under two
different names — to mothers who feed it to their babies and to old people who drink it to get
important vitamins. This is the basis of our ... . Of course, these are
two entirely different :

2 “We sell car insurance. We calculate the premlums using applicants’ postcodes because this
tells us about the areas our customers live in and their ... .. . We are
great believers in

3 ‘I work for a political party. When we knock on people’s doors and ask them to vote
for us, we never try to persuade people who are hostile to us. We concentrate on those
who are favourable to us in some way, even if they haven’t voted for us before. This

.. allows us to target our resources better.
4 T work on health campmgm to discourage people from smoking. One of the most important
: . is young people from 12 to 18. We want to discourage them from

takmg up smokmg in the ﬁrsr place.

]

Look at B opposite. Match the consumers (1-6) with the VALS types (a—f)in B opposite.

1 a father of three children who spends a large part of his weekends in do-it-yourself stores

2 a middle-aged person who goes out to buy a vacuum cleaner, chooses a Hoover and avoids
the new ‘hi-tech’ brands like Dyson

3 a professional person in her 30s earning €80,000 a year who buys opera tickets at €100 each

4 a single woman of 22 who spends a large proportion of her income eating out and on
clubbing without thinking much about her spending

5 a woman in her late 20s who spends 30 per cent of her income on expensive clothes brands
so as to feel more at ease with colleagues who are earning more than her

6 someone with a basic pension struggling to reach the end of the month, who buys food
brands that she knew in her childhood

Use expressions, and expressions grammatically related to them, from C opposite to complete
the text.

More enterprise features

Google Analytics now makes the features that experts demand easy to use for everyone. Gain rich
insights into your website (1) ... with Advanced Segmentation, Custom Reporting,
Motion Charts and more.

IMPRCOVE YOUR ONLINE RESULTS

Learn more about where your (2) ... COMeE from and how they (3) e
with your site. You'll get the information that you need to write better ads, strengthen your marketing
initiatives and create higher-converting websites. Learn more about the benefits. Google Analytics is free
for everyone, whether you are an advertiser, publisher or site owner.

TEST YOUR WEBSITE AND INCREASE (4) ..o RATES
You can now use your Google Analytics login to access Website Optimiser. Find out which page designs,

headlines and graphics (5) . ... the most visitors. ‘

Over 4o You

Think of a product you have bought recently and analyze your purchase in terms of some of
the different types of segmentation.
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Knowing your customers 3

Data and databases

‘Hi, 'm John. I'm head of data management
at a big supermarket chain. Customers can get
money back by using our loyalty card when
they go shopping. Loyalty cards allow
customers to collect points that can be
redeemed against future purchases, either with
us or with other retailers in the same scheme.

“This gives us masses of data about our
customers’ buying habits which we then hold
l ' on our database. We can follow what each of
our customers buys and enrich the database
| with this information.’

1 Here are some frequent combinations with ‘data’:

analysis finding useful information in data (see Unit 24)

management the way data is collected, organized, used, etc.

finding useful information in large amounts of data, using advanced

data minin :
8 techniques

protection preventing access to data by unauthorized people and organizations

warchousing  keeping data safely

“m Customer relationship management

‘Of course, with all the information we have on
our computers in our data warehouses, powerful

‘ computers are needed to analyze it. This analysis
is called data mining. We look for particular

| patterns in consumer behaviour. The data can be
used to target particular types of customer. We
build consumer profiles. For example, if someone

I has bought organic food in the past, special offers
| are sent to them so that they get reduced prices
I on future purchases of organic food.

‘All this is part of the wider picture of customer

| relationship management (CRM) — getting to i
know your customers. The computer programs
that we buy to do our data mining are referred to
by their sellers, often companies who specialize in
this, as CRM software packages or CRM solutions.

| ‘Dealing with customers as individuals is our ultimate goal, but we are still a long way from this
ideal of one-to-one marketing. This has also been described as segment-of-one marketing. The
computer maker Dell may be on its way to this ideal; it puts together its products according to
the specifications — requirements — of individual customers in a process of mass customization.

“There are issues of privacy and confidentiality that we have to be careful
about — customers have the right to check the information that we hold
about them. We must be careful to obey the law on data protection.’

%) :
= BrE: behaviour
=

AmE: behavior
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26.1

. 26.2

Read this article relating to the ideas in A and B opposite. Decide if these statements are true
or false.

The first paragraph:

1 could be referring to banks, supermarkets and mobile phone operators.
2 is about companies who understand CRM and use it successfully.
3 says that some companies have quite basic methods of understanding their customers.

The second paragraph:

4 says that really understanding data about customers means being able to act on it.

5 refers to a supermarker that introduced loyalty cards just to increase customer loyalty.

6 has an example abour sales of a product that were rising, and this caused the supermarket to
stock more in order to attract more customers of the same type.

ae6 =

P s e e — S e

v g t‘; A v Q

Given the ever-increasing amount of wrongly targeted direct mail and telesales calls we receive, one might
think that many organizations still believe that customer acquisition is better than retention. Financial services
companies, retailers and telecommunication companies often know little more about you than their mailing
lists or internet registrations reveal; they guess at demographics from an address and attempt to formulate
psychographic profiles from individuals' magazine subscriptions. This same information is available to almost
any company. There is nothing unique about this data, and little that can help one company differentiate their
unique offer from another.

The major problem for businesses is to understand what the data they have really means and then turn that
into actionable information. The supermarkets introduced loyalty cards for a better reason than just providing
a small discount to the consumer. They hoped to get some loyalty and some useful data to analyze purchase
profiles and customer characteristics. For example, a British supermarket was about to stop selling a line of
expensive French cheeses that were not selling well. But data mining showed that the few people who were
buying the cheeses were among the supermarket’s most profitable customers, so it was worth keeping the
cheeses 5o as to retain these customers.

.

Match the two parts of these sentences containing expressions from C opposite.

1 We store data in a way that a Over time, emphasis has shifted away
ensures the strongest from raw satisfaction measures towards

2 Linkages between customer loyalty and CRM.
satisfaction, customer loyalty and b Critics find the prospect of ‘one-to-one
customer relationship management marketing’ somewhat disturbing.
(CRM) have been created. ¢ protection law, which demands that

3 In future, computers will be able companies can’t store your info without
to follow us down the High Street, asking your permission.
checking which shops we go into d safeguards are in place to protect privacy
and what we buy. and confidentiality.

4 If customers can’t opt out, then e solution in less than two months. The
that breaks European data objectives were to ensure customer

5 Bell Canada has adopted a faster, service and support through quick
more flexible CRM implementation.

Over 4o you

Think about your organization or one you would like to work for. What kind of information
does it hold about its customers?
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A brand is a name given to a product or group of products so that they can be easily recognized.
“The most distinctive power of professional marketers is their ability to create, maintain, protect
and enhance - strengthen the power of — brands,” says Philip Kotler®.

Here are some frequent combinations with ‘brand’. These are some of the issues in branding -
the art and science of using brands:

[ image what people think of when they think of a brand
loyalty the degree to which people continue to buy a brand
awareness the degree to which people know about a brand
brand < identity what a brand means, represents, etc.
recognition the degree to which people recognize a brand
equity the value of a brand to its owners, as sometimes shown on a firm’s
L balance sheet

The combinations with brand are given
in descending order of frequency.

Brand positioning and differentiation

High price per ounce
A firm can position a brand by emphasizing its

characteristics and benefits in relation to other Brand C

brands — this is brand positioning. A company low | ® High
can position its products in a particular way in in R L
relation to each other and/or to competing calories ® calories
products — product positioning — or it can Brand A

position itself in relation to other companies.

! L Low price per ounce
This can be represented on a positioning map. s

Here is an example of a positioning map for different brands of breakfast food.

Differentiation is when a company designs a product in a way that distinguishes it from
competitors’ brands and communicates the comparative benefits to customers in its sales
documentation, advertising, etc. For example, Air New Zealand ran a series of advertisements
with scenes ‘filmed recently in our cabins’. By showing these authentic scenes, the airline wanted
to differentiate itself as genuinely more caring towards customers, more human, etc.

Brand stretching

A flagship brand is the most important brand owned by an organization - for example, ‘Coke’ is
the most famous of the many soft drink brands owned by Coca-Cola. A generic brand is one
used on a variety of different products. For example, the brand name ‘Nestlé” is used on all the
food products the company owns, even if another brand name is also used on some of the
products.

Brand stretching or brand extension is when a company uses an existing brand name for new
types of product. Consumers are expected to associate some of the same characteristics with the
new product — think of the product in the same ways — but there are limits to this. Brand

stretching can lead to brand dilution, making the brand less powerful, and thus can damage the
core — main — brand.

*Philip Kotler and Kevin Keller: Marketing Management, Pearson, 2008.
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27.1

27.2

27.3

Match the two parts of these sentences containing expressions from A and B opposite.

1 We saw Formula 1 motor racing
as a cost-effective opportunity of
increasing our brand

2 Taco Bell’s strong brand

3 Simon and Sullivan (2007) define
brand

4 Pharmaceutical companies sold
prescription drugs at college health
centers at large discounts so as to
grab customers at a young age to
build brand

5 Cingular has done a tremendous
job of building brand

6 It’s true that BMW’s brand

a

b

f

image evokes food dripping with sour
cream and cheddar cheese.

recognition over the past few years, but

the name change makes sense now because
AT&T needs to have a single, unified
brand.

awareness worldwide.

identity is to do with more aggressive, more
fashionable, more exciting, sportier cars
than competing luxury brands.

equity as the profits from branded products
over and above the profits that would
result from the sale of unbranded products.
loyalty that might last a lifetime.

Look at B opposite. Complete each sentence with the correct form of the word in brackets.

1 Las Vegas has successfully ..
conventions.

e (position) itself as an attractive destination for

2 SGLAS i e e, (position) the Altix as a workhorse that will run with a minimum
fuss rather than as a breakthrough machine designed to set supercomputer records.

3 The brand

I (position) has shifted with a new marketing strategy, significantly

enhancing the fashionability of the Burberry brand.
4 Superior products and processes provide a meansto ... (differentiate) the

corporation from its competitors.

SEheiterm el o .. (differentiate) is preferable because it throws the emphasis on the
need to be “better’ than rival products not just in some general way but in precisely specified

ways.

6 The marketers of all these different brands of vodka will say, “Well, ours tastes better’ or

‘Qurs is special this way or that way’ — they’re all trying to ...
P y ) Y

their brand.

............................. (differentiate)

Look at C opposite. Was each of these brand extensions successful, do you think?

Give reasons for your thinking.

1 Ivory soap extended to dishwashing liquid and gentle care clothes washing detergent.
2 Bic pens extended to perfume using the ‘small disposable pocket items’ association.

3 Coke extended to New Coke.

4 Dole pineapple juice extended to fruit juice, fruit salad and frozen fruit bars.
5 Woolite fabric wash extended to carpet cleaner spray.

6 Campbell soups extended to spaghetti sauce.

Over 4o You

Think about your organization or one you would like to work for. What are its brands? What
are its flagship brands? Are there any examples of brand extension?
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Global brands

Steps abroad 1

Katrin Braun is marketing manager for a German
company that makes fork lifts:

‘We started to get inquiries from Asia so we appointed —
found and used — agents there who could help us with
indirect export. They represented us and sold our
machinery. These exclusive agents each had their own
sales area — the agent in each area was the only person
allowed to sell our products there.

‘Sales grew, and we moved on to direct export — we no
longer used agents but handled exports ourselves. We had
an export manager based here in Germany, but she spent
ten months a year travelling in our different markers.

Fork lifts
Steps abroad 2

‘Then we started licensing our production techniques to
companies abroad — we sold them the rights to manufacture our
fork lifts under licence for their markets. In China, for example,
we had a licensing agreement with a compa ny to produce and
market our fork lifts there. But in India, we signed a joint
venture agreement with an established materials handling
company who knew the market well. We worked with them as
equal partners. We set up a special company and we each
invested the same amount of money in the project. In addition,
personnel from both companies were involved.

“The agreement worked very well for five years, but then we
decided to make a direct investment in India; we decided to
build a fork lift production plant near Hyderabad and market
our products ourselves.’

BrE: licence - noun, license — verb

Alternatives to licensing agreement in this context are
licensing arrangement, licensing deal and licensing pact.
The four expressions are used in this order of frequency.

AmE: license - noun and verb

Think global, act local?

‘We have global offerings — we offer exactly the
same products all over the world - as
requirements in fork lifts are the same
everywhere. We treat the world as a
homogenous market — we don’t need to adapt
our fork lifts to individual markets. Companies
that do this talk, informally, about glocalization.

‘AFL is now a global brand — our products are
enjoyed in 120 countries all over the world.’
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28.1

Complete the emails from a Hong Kong manufacturer of air conditioners called Sophaircon
with correct forms of expressions from A and B opposite. (Use some expressions more than
once.) Then put the emails into their probable chronological order.

1866 ... - : <2

To: dirk.steinbosch@airdistrib.za

Dear Mr Steinbosch, I'm very sorry that our ... agreement has not been
@ success. Sales have been falling, with quality of what we manufacture together in South Africa a big
issue, as you know ...

e = ~ - - _— - e e et —

b 806 o

john.wu@sophaircon.hk
e S of air conditioners
inquiries@johannesburgchamberofcommerce.za

Dear Sirs, Sophaircon are manufacturers of environmentally friendly air conditioners with customers
in over 80 countries around the world. We are now looking to sell our products for the first time in
Africa. We would like to market our air conditioners in South Africa and neighbouring countries through

STV i e .. each with their own sales territory ...
Subjaet: i ; T el for air conditioners
From: liu.wen@sophaircon.hk
To: dirk.steinbosch@airdistrib.za

Dear Mr Steinbosch, It was very nice meeting you in Johannesburg on Tuesday. Thanks again for a very
productive discussion! We would like nowtodrawupa ... between Sophaircon
and Airdistrib so that your company can make our machinery ... SRR S . at your
plantin Port Elizabeth. If this arrangement is successful, we would consider moving on in a few years to a full
.............................. . AETEEMENT between our two companies.

1. john.wu@sophaircon.hk
t: Visit by our ... v
3. dirk.steinbosch@airdistrib.za

Dear Mr Steinbosch, I have been in contact with the Johannesburg Chamber of Commerce, and they
gave me your name. Sophaircon are manufacturers of environmentally friendly air conditioners. We
Bppoited an.. g s .. for your area two years ago, but apparently he has not

- - o T e e = . = B

made contact with you. We are therefore moving t0 ... of our products
into Africa and our ... S , Liu Wen, is planning to visit South Africa next
month. Would you be interested in meeting him to discuss possible requirements for our machinery?

28.2 Look at C opposite. Does each of the companies (1-3) below a) have a standard global

offering, or b) adapt its products to specific markets?

1 a car company that offers different interiors for northern Europe, where customers prefer a
more ‘cosy’ feel

2 a soft drinks company that makes its products sweeter for some markets

3 a do-it-yourself store chain that sells the same product range in stores on five continents

Over to you

Describe one of the main exporters in your country, where they export to, what they
export, etc.
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Supply chain management

Manufacturing
Here are some frequent combinations with ‘manufacturing’:

the sector that makes things, rather than other sectors of the

sector :
economy
plant a factory
jobs work making things, rather than in other sectors

the amount produced by each worker, or group of workers

manufacturing { productivity e

the amount that can be made at a particular plant, or at

capaci
pacity plants as a whole
operations activities related to making things
| process all the stages involved in making something

Manufacturing plant sounds more modern than
factory or works. Fab plant is used to talk about
one where hi-tech manufacturing of silicon chips —
the main components of computers — takes place.
An assembly plant is one where products such as
cars are put together on assembly lines.

A new plant is built and production is ramped up —
progressively increased. Perhaps the plant will
operate at full capacity — produce as much as it is
able to — or below capacity. A plant that

is not operating at all is idle.

Manufacturing plant

Manufacturing operations depend on networks of suppliers of raw materials, components, etc.
that have to be ordered and delivered at the right time. These suppliers make up the supply
chain, and organizing and managing it efficiently is supply chain management (see Unit 30).

Vertical integration

When Ford started making cars, it raised its own sheep to provide wool for the seat covers!
This is an example of vertical integration — when a company produces everything internally
that it needs, owning all the stages of the supply chain itself.

Many organizations outsource some of their requirements and buy them in from outside
(see Unit 31). The buying-in process is known formally as procurement.

In advanced manufacturing, suppliers are integrated into a manufacturer’s information systems.
They often deliver required parts just-in-time, eliminating the need for warehousing — handling
and storage in expensive warehouses. Managers from the manufacturer often supervise the
supplier’s own production lines. This leads to clusters — groups — of suppliers located very near
the manufacturer, their main or only customer. Plants such as these that provide components to
only one nearby manufacturer are captive plants.

Retailing

Services such as retail that involve the movement of physical goods also depend, of course, on
managing the supply chain efficiently. The efficient transport or distribution of goods, and their
storage, especially in automated warehouses managed by sophisticated computer programs, is
known as logistics (see Unit 30).
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29.1 Match the two parts of these sentences containing expressions from A opposite.

1 The $40 million perfume bottle a led by Eric Steenburgh, our Chief Operating
manufacturing Officer.

2 Our improved financial results b jobs during the year, continuing a decade-long
are due to better manufacturing decline.
productivity, ¢ plant in Covington, Georgia is the only one

3 North Kentucky has lost about that French glass manufacturing giant Saint-
1,700 manufacturing Gobain operates in North America.

4 Many Hong Kong manufacturers d sector, electronics has become a major export
have adopted advanced technology activity.
and machinery in the manufacturing e capacity as is needed; the North Canton plant

5 In the manufacturing has 900,000 square feet of unused space.

6 Hoover has twice as much f operations on five continents, and its products
manufacturing are sold in more than 50 countries.

7 Gruma, with 2006 revenue of g process to improve efficiency and product
$2.8 billion, has manufacturing quality.

29.2 Complete the article with these expressions from A and B opposite. Use one expression twice.

l captive plants integrated just-in-time process suppliers warehousc]

When Western businesspeople went to Japan, they discovered the interlocking relationships between

Companiesand their (1) .. e .., often funded or owned by a common
umbrella organization, the Keiretsu.

These company partnerships were quite natural, and as the geniuses at Toyota carried out decades
of warfare on waste in every partand (2) ..o ... of their business, what could
be more wasteful than supplies on (3) : ; shelves for eventual use? Out
of Japan came (4) ... S S S supplies, nerve-wracking for traditional Western
factory managers. It is still exciting to see less than an hour’s supply of car seats stored in a Japanese
auto plant, already stacked to match the colour of the cars that are on the production line,

e

Behind the handshake between need and supply was something more than

() e ... — computer systems. When Japanese auto companies started
manufacturing in Britain, they trained some local UK suppliers to their rigorous needs. But the vital r
components were made in new (6) ... e built by their usual Japanese £
W) s wnonn Close to the British plant. ¥

29.3 Complete the table containing expressions from B and C opposite.

R et i ..., retailing
warehouse oz s o et , warchousing
transport | v , transportation
distribute

outsourcing

Over 4o You

Think of a manufacturer in your country and describe its probable supply chain,
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Logistics

Logistics

The Council of Supply Chain Management
Professionals (CSCMP) in the US has defined logistics
as ‘... that part of supply chain management (see Unit
29) that plans, implements, and controls the efficient,
cost-effective forward and reverse flow and storage of
goods, services and related information between the
point of origin and the point of consumption in order
to meet customers’ requirements’.

Another definition by CSCMP is ‘the management of
inventory — stocks — at rest or in motion’. The inventory
referred to here can be of raw materials or components:

@ work-in-progress — for example, some cars are transported between quite distant plants
for different parts of the manufacturing process

® finished goods
: 2 . BrE: stocks (countable) stock (uncountable),
A manager who works in logistics, or an academic Kk Irnverrion

who studies the subject, is, F.ormally, a Iogistician. BrE: work-in-progress,
AmE: work-in-process or inventory—improcessJ

Word combinations with ‘logistical’ nightmare
The related adjective is logistical, or much more rarely, logistic. problem
Here are some frequent combinations with ‘logistical’. It’s . difficulty
interesting to note the negative nature of some of the most logistical challenge
frequent words following ‘logistical’. hnrdie
obstacle

Reverse logistics

Reverse logistics ‘involves the flow of materials back to the
distribution, production or supply stages where valuable
outcomes result from their return’*.

Sustainable development requires manufacturers to be
responsible for their products from cradle to grave — from
their production to their disposal or recycling.

One initiative in this area is the European Union directive —
set of rules — on waste electrical and electronic equipment : _ : —
(WEEE). The directive gives guidance on: Waste disc drives for recycling

® Reuse involves using the product again without going through one of the steps below.

® Repair involves fixing or replacing broken or non-functioning parts or components for
use by the original or another buyer.

@ Refurbishment involves restoring the product back to the original specifications.
Refurbished products often have reduced capabilities and limited additional service life.

@ Remanufacturing aims to upgrade the product — improve its quality and performance, for
example with additional functions and features.

® Recycling aims to salvage — save for future use — as much value as possible from retired —
no longer used — products. This involves reusing parts and components from products
that have been dismantled — taken apart — and by recovering materials.

*David L. Rainey: Sustainable Business Development, CUP, 2006.
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30.1

30.2

30.3

Match these people and things (1-7) with expressions in A opposite. You can use more than
one expression with four of the irems.

1 finding the best way of getting goods to the supermarkets in a supermarket group

2 a university professor who lectures on supply chain management

3 the subject taught by the professor in 2 above

4 aircraft wings to be used in the construction of a plane

5 washing machines on a truck going out of the factory gate, rather than components being
delivered to make them

6 the cotton to be used in making thread for clothes

7 books in a bookshop waiting to be sold

Match the two parts of these sentences containing expressions from B opposite.

1 At present internet sales of meat a nightmare for railroads this year, slowing grain
are restricted to Britain because of shipments.
the logistical b challenge for working parents, as well as a
2 There are a variety of logistical financial burden.
3 Poor weather conditions, ¢ difficulties and additional costs owing to its need
company mergers and booming for access to water.
grain export demand have d obstacles to opening up a show that has not
combined to create a logistical been performed for two weeks, from restarting
4 The plant’s lack of a waterside complicated machinery to doing the dry
location created logistical cleaning.
5 Providing child care is a logistical e problem of exporting small orders of fresh meat.

Look at C opposite. Then use the words below to complete the article.

Ldis mantle disposal recycle refurbishment  remanufacturing  waste )

Xerox equipment recovery and parts reuse/recycling

Xerox is a pioneerinthe (1) ... ... ... of retired copying equipment into new 11
products for sale to customers. As part of the company’s (2) . ... iz ) - free
initiative’, Xerox established a customer-product take-back process. The initiative included | |
designing new products with (3) ... in mind and creating a remanufacture |
and parts reuse production capability and marketing effort. Xerox understood that retired ,
copying equipment presented opportunities for creating value and improving the total _
solution for customers and stakeholders. Taking back end-of-life equipment relieved the
customer of the cost and effortof (4) ... v XETOX TECOived equipment that had
been in use and could study the implications and impacts of earlier desi gn and production '
decisions. It had ‘evidence’ that could help current designers create improved products '
and better solutions. Xerox designers also received the insights they needed to make their l
products easier to (5) ... Jrefurbishiand (6) cicswn, o o0 . Solutions to the [
end-of-life consideration have to be built in during front-end design and production. Xerox ‘
[

has become a master at thinkin g about the total solution.

Over 4o you '

What are the main logistical nightmares of your organization or one you would like to
work for?

Business Vocabulary in Use Advanced 69



Outsourcing and offshoring
Outsourcing ==

Ourtsourcing is when organizations pay subcontractors —
outside suppliers — to do work that was previously carried
out in-house (see, for example, the first three
combinations below). These activities may be described as
non-core — not a part of the organization’s core
competences or competencies — the skills that allow it to
maintain its competitive edge (see Unit 17). For example,
Kodak considers that its core competence is electronic
imaging and has kept this in-house; it subcontracts or
farms out many other activities.

A key problem is identifying what is core and non-core. A company must undertake transaction
cost analysis of each activity to see whether it would be cheaper to outsource and benefit from a
supplier’s expertise — skills and knowledge — because it does not have this expertise and is
unwilling or unable to develop it strategically. The company has to decide which capabilities —

skills — are central to its particular corporate culture — the way it does things, how its employees
think, etc.

Here are some frequent combinations with ‘outsourcing’:

business process ] administrative tasks
information omputer-based tasks
C -
technology (IT) P
logistics ¢ outsourcing transport and warehousing
; outsourcing that is important for the company’s
strategic
long-term goals
offshore J offshoring (see below)

IED Business process outsourcing

Business process outsourcing (BPO) includes:

@ back office outsourcing which involves business functions such as:
a purchasing — buying in materials, etc.
b payroll — payment of employees’ salaries
¢ billing or invoicing — preparing invoices and sending them to customers

@ front office outsourcing which involves customer-facing services, such as:

d technical support — maintaining products bought by customers, training customers, etc.
e marketing

Offsharing

70

Outsourcing to companies abroad is offshoring. Financial institutions were among the first to
offshore their back office operations, with call centres and IT services moving to countries such
as India and the Philippines.

Knowledge process outsourcing (KPO) relates to tasks such as research and development in
pharmaceuticals, design and development in the car and aircraft industries, medical services, and
legal support services. This work requires highly qualified employees, sometimes referred to as
knowledge workers. There are, of course, cost savings when using workers in these areas in
developing countries.

This is all part of the trend of companies to globalize (see Unit 54).
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31.1 Replace the underlined expressions with appropriate forms of expressions from A opposite.

1 “These are something that really benefit our customers and our competitors can’t easily

imitate them.’

2 “They are very reliable. They provide the services more cheaply than if we did them here —

their level of knowledge and skills is greater than ours. Anyway, these are not strategically
important activities for us.’
3 It has shown that it would be cheaper to manage our IT networks ourselves, rather than
getting another organization to take care of them.

4 “Only we know how to make this paint, and this gives us a great advantage. But if our rivals
steal our industrial secrets, we will lose it.’
5 “The way we do things round here is based on advanced pharmaceutical research by the best

minds in Europe.

31.2

Which area of BPO (a—e) in B opposite is referred to in each of these situations (1-5)?

A company started outsourcing to different specialized firms and found that:
1 employees started to complain that overtime payments had been miscalculated.

o wWwN

its product brochures were much better and led to more sales.
the machines that it sold were better maintained.
customers complained that they were being bullied for payment.
the cost of its company cars had gone down.

31.3 Look at A and C opposite. Then read the article and say if these statements are true or false.

Even if the business advantage of
offshoring is too compelling to
ignore, the CEQ will also have to
deal with the human implications
of offshoring decisions — namely
the fear and anxiety created in
those directly affected and in those
who remain. For thosc directly
affected, the first question will be:
“What will happen to me?’ The
CEOQ has a responsibility to create

A e e I T e, N e T b A ===

some options for these people,
in terms of training, in terms of
helping them find other jobs and
in terms of financial compensation.
The survivors will be watching
closely how fairly their colleagues
are treated: “Today it was them,
but tomorrow it could be us’ The
survivors will be more interested in
the question: ‘Now what?’

Here, the CEO must explain

the decision against the wider
perspective and explain how the
offshoring of non-core activities can
help to boost the core activities and
secure remaining jobs. For example,
the offshoring of manufacturing
frees capital for investment in
new infrastructure or to increase
spending on R&D. This helps
the company stay ahead of the
competition.

e

1 The CEO has to deal only with the technical implications of offshoring decisions.
2 Employees affected by offshoring decisions think mainly about their own situation.
3 The article mentions four areas where companies can help employees whose jobs are

outsourced.

4 Those left in an organization after some of its activities have been outsourced will be more

confident about the future.
5 The CEO should explain how outsourcing can help to make remaining jobs more secure.
6 The article mentions three areas where spending can be increased following offshoring of

some activities.

Over 4o you

Is outsourcing an issue in your country? Why? / Why not? Give examples.
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The evolving Web 1

Broadband Internet

72

High-speed broadband access to the Internet, making it easier to download text, pictures and
video, etc. has now become well-established.

Higher bandwidth — connection speed — allows better use of some applications such as webcams,
for two-way video communication, and video-conferencing, where people in two or more
locations can see and talk to each other.

Internet TV is also emerging, with users able to watch television as it is streamed over the
Internet, and with video-on-demand (VOD) services such as the BBC’s iPlayer to watch
programmes later.

Internet access is increasingly available on wireless LAN (local area network) systems, also
known as Wi-Fi. To access the Internet in this way, you have to be in a particular hotspot —
a place such as a café, airport terminal, etc. equipped with the network.

Mobile Internet

This relates to accessing the Internet via mobile devices such as mobile phones and personal
digital assistants (PDAs), also referred to as handhelds. In this area, a new category of computer
has emerged: the netbook, a small, portable laptop computer with no moving parts, specifically

designed to browse or surf the Internet. The standard mobile communications technology for
doing this is 3G.

Mobile devices increasingly come loaded — equipped — with different applications or apps —
programs for different uses, for example email, a music player such as Apple’s iPod, etc. Another
of these applications is SatNav — satellite navigation using GPS (Global Positioning System) —
with mapping to see where you are and to navigate — plan and follow routes.

Moore's law

As ever, Moore’s law is playing its part in bringing down the price of different devices. This is the
principle that the computing power of a particular size of computer chip — the basic component
of computers — will roughly double every 18 months. This means that the cost of a particular
unit of computing power will continue to halve every 18 months for the foreseeable future. The
law is named after Gordon Moore, co-founder of the chip company Intel, who made the
prediction in 1965.

Business Vocabulary in Use Advanced



32.1

32.2

32.3

Use expressions from A and B opposite to complete these sentences.

1 Akimbo offers individual TV showsaswellas ... - TV ‘channels’ like
the Anime Nerwork.
2 American Airlines replaced its network, including all its computers, and put in higher
........................................... to carry data, pictures and graphics.
3 Eleutlan Technology 1s a company with 120 employees that uses Wyoming teachers to teach
South Koreans how to speak English via ...

4 Many day-care centersoffer ... . Most of the cameras don’t offer
streaming video, but the quality is generally good enough to pick out individual children.

5 Microsoft has enabled the Xbox to ... ot T10VIES and television shows.

6 Streaming video differs from .. ... AW in ‘that it’s not downloaded to a

computer. Rather, it streams, playing only once on a computer, while downloads are generally
accessible more than once.

7. The New York Gianits SECRDIA o v s broadband network for fans who
want to access the Web on their laptops or mobile devices during the game.

Read this advertisement and answer the questions using expressions from A and B opposite.

We are proud to introduce the Optimum 3000. It's not
just @ mobile phone — it's in a class of its own: it's a
communications device, a music player and an Internet

browser. The Optimum 3000 has the latest 3G mobile
technology and the best wireless technology. Its many
other features include GPS and games that you can buy
and download from the Optimum site.

1 Which technology does it use to make calls and access the Internet?
2 Which technology does it use in hotspots?

3 Where can you buy new applications for it?

4 What do you use to avoid getting lost?

5 What do you use to find and access different websites?

Use Moore’s Law in C opposite to do the following calculation. In 1979, the cost for a
particular size of computer memory chip was US$12,500. What was the cost for the same unit
in 20092 Choose from these options (a—c).

&mooo b $10 ¢ 10 cents |

Over 4o Yyou )

* Do you think mobile devices are suitable for accessing the Internet?

* What sort of services would you like to access — for example, football-action video
replays, internet shopping, weather forecasts?
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KXY The evolving Web 2

Web 2.0

The Internet is evolving. Many internet companies went out of business when the dotcom bubble

burst in 2000-1.

What has emerged is Web 2.0. “Web 2.0 is the business revolution in the computer industry
caused by the move to the Internet as a platform, and an attempt to understand the rules for
success on that new platform.’ * It emphasizes:

@ communication
information sharing

interoperability — the ability of different computers and computer systems to work together

collaboration — users working together, for example on wikis — websites that anyone can
edit — contribute to and change; the most famous wiki is the online encyclopedia Wikipedia

Keeping in touch

Instant messaging allows internet users to send short messages to each other that are received
immediately.

Social networking sites allow users to post — make available — details and pictures about
themselves in their profiles, say who their friends are, etc.

Some are external social networking sites open to everyone. There are also internal social
networking sites open only to particular groups, for example medical workers in a particular
speciality, who exchange information and advice with each other in a specialized forum. Here,
users may be vetted — checked - to see if they are properly qualified.

Video-sharing sites such as Youtube have created another online community — internet users seen

as a group. Users upload videos they have made to the site for all to view. (When users upload
material copied from elsewhere, there are problems — see Unit 37.)

Other online communities make up the blogosphere and include:
® blogs — online diaries written by bloggers, with readers able to react and comment
® chat rooms — users conversing with each other in written form to socialize

® forums — where people discuss a particular subject

Website attractiveness

Websites are judged by their attractiveness — how nice they are to look at — and their user-
friendliness — how easy they are to use. By their nature, some applications are more interactive
than others, requiring more activity on the part of the user.

Many websites are free to use and they generate revenue — make money — with advertising.
Advertisers, like site owners, want to know how many hits they are getting — how often the site
is visited — or in other words, the amount of traffic they have, as well as the number of unique
users — different visitors to the site. There is also the number of page views — the total number of
times that people look at the site’s pages. Another factor is whether a site is sticky — whether
users stay on the site for some time. The related noun is stickiness.

There are specialized internet ratings agencies that measure user numbers, stickiness, etc. One
task of website management companies is to ensure that when people enter particular words in a
search engine like Google, a site is near the top of the rankings — the list of sites that appear first.

Website developers are always looking for the next killer app — the next very popular and
profitable application.

#*Tim O'Reilly’s definition of a term first used by Dale Dougherty and Craig Cline.
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33.1 Complete the sentences, using appropriate forms of expressions from A and B opposite.

=
! ’m an IT manager and when we buy a W ¢ (I’m a doctor, and I'm treating someone )
new internet application, I want to be with a rare tropical disease, so I joined
= sure that it will work with the TR, (11 I e W o R
applications that we already have. What out more about it from colleagues. It’s —
T WAREIS .ot L e good to feel part of an
= o S 0 ... but at the
2" 1 2 . o= S .
As a recruiter for IBM, I check different same time to know that the other users
. I . to see if Lareproperly ... -
anyone applying for a job with us has 5 =
== e his or her I run a website that anyone can access
L o there. You and change—itsa ... e
can see them doing stupid things and it’s greatfor ...
sometimes! with other people.
L , S
8
3 totiow politics closely, and it’s good to ®(ma big fan of Web 2.0. Instant |
see politicians in embarrassing situations, | | - and social
— %0 TRUISEI ol g I ks oy [ .. are great for
a lot. Some of the videos that are PRI N T SR T — people can
..... are very khkeep in touch with each other so easily.

J

33.2  Complete the table with words from C opposite.

attractive

Interactivity

user-friendly

sticky

33.3  Replace the underlined expressions in this dialogue between two company managers with
appropriate forms of expressions from C opposite and the table in 33.2 above, using any
necessary verbs.

Amar:
Britt:

Amar;
Britt:
Amar:
Britt:

Amar:
Britt:

People say that our website isn’t very attractive.

I know. We must do something about it. The number of (1) different visitors is relatively
high, but (2) overall number of visits to the site is very low, and so is the number of
(3) pages visited.

Another problem is that the site is not (4) one where visitors stay a long time.

Yes, and people say it’s not very (5) easy to use.

Yes, and we must find ways of (6) making more profit from it.

Yes, we must find ways of making sure that we come near the top of the (7) list when
people search on the Internet for the names of the types of products that we sell.

Yes, time to change the (8) firm that takes care of our website, I think.

Right!

Over 4o you

Should recruiters look at social networking sites to check the information that candidates
have posted about themselves? Why? | Why not?
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IS Knowledge creation

Ikujiro Nonaka and Hirotaka Takeuchi suggest a model of knowledge creation — the way that
knowledge in a company is built up. They see this as a process that is continually growing and
developing. To understand and manage it effectively, they suggest the SECI model. They see this

K43 Knowledge and the Internet

as a repeated process that will build up an organization’s knowledge over time.

These steps are to be found in a learning organization, one that is able to produce innovation —

new ideas and products (see Unit 20). Knowledge is a company’s intellectual capital.

/.-\

a Socialization: spreading tacit
— unspoken — knowledge by
sharing experience in working on
something.

d Internalization: through learning
by doing and hands-on experience,
the knowledge becomes part of
the individual’s knowledge base
— what they know — and thus
becomes an asset — something
valuable — for the organization.

b Externalization: developing
concepts, often with analogies —
when one idea is used to increase
understanding of another — that
allow them to be communicated.

¢ Combination: sorting, adding and
combining ideas to ‘make’ new
knowledge.

W

D ntanets

76

One way of making knowledge available to everyone in a company is through a company or
corporate intranet — a website specifically for a company’s employees. For example, in project
development, they can look at how past projects were organized, how much they cost, etc. They
can see new ideas that were proposed but that were never taken up. Employees can tap into a
vast amount of information. There can be chat rooms and forums (see Unit 33) for discussion of

ideas and the spreading of knowledge.

A possible problem is managing this knowledge and making it available in usable ways. The

information has to be well-organized, otherwise there is a danger that people will be

overwhelmed by information overload. There has to be metadata — information about where the

content is to be found.

Global communities
Rob McEwen is the CEO of Goldcorp Inc, a gold mining company:

‘We completely changed our approach to knowledge. We were having trouble finding gold in a
particular place, so we made all the information we had accessible on a collaborative site on the
Internet. Until then, a lot of this information had been proprietary — we owned it and didn’t

share it.

“This is mass collaboration, collective intelligence, crowd intelligence or crowdsourcing, call it
what you will; anyone who wants to can collaborate on an online project. We gave prize money
for successful suggestions about where to find gold, but there are cases, such as the online
encyclopaedia Wikipedia, where networks of people do this for enjoyment, recognition by others,
or opportunities to socialize with others. They may be referred to as prosumers — contributors to

the “products” that result.
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34.1

34.2

Match the expressions (1-4) with the stages (a—d) in A opposite.

1 A manager compared the flow of components through the production process in terms of

a river.

2 A production worker showed a new employee how to do a particular part of the production

process.

3 An employee found some useful data on the Internet and combined it with data from within

the company in order to solve a problem.

4 Employees worked together to apply new knowledge on production techniques to their own

production line.

Match the two parts of the sentences containing expressions from A and B opposite.

1 I feel that this experience really a capital are the most important assets of the
helped build my knowledge modern corporation.

2 Alavi and Tiwana* define b intranet, where companies post important
knowledge documents, or special skills of certain

3 People and intellectual employees.

4 A-Space will operate like a ¢ into the expertise of local people and allows
corporate local and county governments to share data.

5 People who feel overwhelmed d creation as the ‘development of “new”
by information organizational know-how and capability.’

6 The County Intelligence Initiative e base for the engineering task ahead of me.
taps f overload will believe the research showing that

worldwide information production is increasing
at an average rate of 30 per cent each year.

“In Ronald J. Burke and Cary L. Cooper (eds.): Building More Effective Organizations, CUP, 2007.

34.3 Complete the article with these expressions from C opposite.

collaborate collaborative sites proprietary

collaborating networks prosumers
XL YS) y =
o= s @ N i s anis m o SRR e S

- - - i

Wikinomics :
With collective intelligence, employees drive performance by working together and

(1 el S . e, ACT0SS Oganizational boundaries. Information is no longer

(A1 i S0 el el Bustomersheenime (3. wemmmemmsaimsestemn. by co-creating

goods and services rather than simply consuming the end product. So-called supply chains work more effectively
when the risk, reward and capability to complete major projects - including massively complex products like cars,
motorcycles, and airplanes — are distributed across planetary (4) oo .. of partners.
Smart companies are encouraging, rather than fighting, the growth of massive (5) .
— many of which emerged from the fringes of the Web to attract tens of millions of participants overnight. Even
competitors are agreeing to (6) . on path-breaking science initiatives that accelerate
discovery in their industries.

< > ET

Over 4o you

v
How is knowledge shared in your organization, company or school?
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E1Y Internet security
Attack and defence

Melissa Vorster is a consultant on internet security:

‘I work with companies to try to prevent hackers
from infiltrating — illegally penetrating — the
companies’ computer systems in order to steal or
destroy the information on them. Hackers may
write programs designed to overload an
organization’s system with requests for information
so that users cannot access it. This is a denial of
service attack, and it causes huge inconvenience for
customers and lost business for companies.

‘Another problem is viruses. A virus is a small program designed to make computers
malfunction, despite the firewalls and anti-virus programs that we install as the technical
defences to prevent computers being infected. Computers may also be hijacked — used to send
viruses on to other computers. Virus programs designed to do this are Trojan horses. These are
just some examples of malicious software or malware.’

n Cybercrime

‘Cybercrime is criminal activity on the Internet. Companies that sell goods and services over the
Internet need to reassure customers that their credit card details will not be stolen by
cybercriminals. Confidential information is encrypted or coded so that it cannot be read by
others. Companies that sell on the Internet will display the level of encryption that users of their
site benefit from.

‘Internet bank accounts are protected by passwords. Phishing is when criminals try to obtain this
information by sending emails that pretend to be from someone’s bank, telling them to reconfirm
their security details — passwords, etc. — and allowing criminals access to the account. Or they
may manage to put spyware on your computer that records passwords, etc. as you type them.
This is identity theft.

“You might get an email telling you that you have won a lottery or that someone’s uncle has died
and left money that you can claim. These, of course, are scams.’

Privacy and confidentiality

‘When someone uses the Internet, they leave an electronic
trail — a record of the sites they visit — and if they buy
something, their personal details. This raises issues of privacy
and confidentiality. Who should have the right to access and
analyze this information?

“This is all part of the debate about the powers of surveillance
— the powers to watch and examine the activities of private
individuals — that law enforcement agencies, such as the
police, should have. Critics say that the authorities should not
snoop into people’s private lives; they say that there are big
issues of civil liberties at stake. These are freedoms that
ordinary people should have without being watched by Big
Brother — a term from George Orwell’s novel 1984 describing
a society that was under constant surveillance.
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35.1

Look at A and B opposite. Complete the article with these expressions.

(identity theft infected infiltrated malware scams security |

Cybercrime booming

Computer security firm McAfee says that Sophos said that there were now five
cybercriminals were “cashing in on consumer times more infected emails being sent than
anxicty to profit from ‘get rich quick’ at the beginning of the year. Sophos added
(1T, 1 s " S " . And another that the US remained the biggest source of |
computer  (2) : : Bl .. websites (37 |
group, Sophos, said it now found a new infected per cent) followed by China (27.9 per cent)
website every 4.5 seconds. Each of these websites and Russia (9.1 per cent). Tt further said that

could lead to the user having his or her computer  (6) ; ] — malicious
3 R » with the risk  software — was a growing problem for Apple
e Y e i, 2 ,said Sophos  Macintosh users.

i ha 5 Th : R = S
R i R s AP

35.2 Which expressions in B opposite are people talking about here? Use the clue in brackets to

35.3

help you.

1 “They took my details and applied for a credit card in my name. (specific crime)

2 ‘I change mine to each of the sites [ use every couple of months.’ (letters and/or numbers)

3 ‘I get these emails, supposedly from my bank, asking me to confirm my security details, but
you can see they’re not really from the bank.’ (specific crime)

4 “Some experts say that in this area we’re losing the battle against these guys. (2 expressions:
the activity, and the people involved in it)

5 “I trust the website because I know they use the most advanced technique to keep my details
safe.’ (method for doing this)

6 “The site asks me for my password and the name of my favourite film.’ (information)

7 “It’s scary — it lets others know exactly what you’re typing,’ (software)

Complete the sentences with expressions from C opposite.

1 Cisco, a maker of telecommunications equipment, sells technology used by .
............ < around the world in Internet surveillance.

2 Much of what people do online — their search engine queries and the ads they click on —is
logged by internet companies, generating intense criticism from groups that compare such
activity to George Orwell’s ... -

3 The human resources department should ensure ... e A ..and
............ it OF @mployees’ personal information under the Data Protection Act.

4 The Center for Democracy and Technology is a Washington policy center that tries to protect
.................................................. in the digital age.

5 People think they have anonymity on the Internet, but they don’t realize they leave an

get permission in the form of a search warrant before they ... B
someone’s email.

Over to you

Do you / Would you feel safe using internet banking? What can you do to minimize the risk?
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Internet selling

E-commerce

E-commerce sites are used to sell over the Internet. Sites specialize in either business-to-consumer
(B2C) transactions or business-to-business (B2B) ones. E-procurement is when businesses,
government organizations, etc. obtain supplies and services using the Internet.

Here are some frequent combinations with ‘e-commerce’:

portal a ‘gateway’
platform a computer system used
site a website ’
e-commerce == - = for selling on the Internet
application a particular type of site
solution a technical means used
L software programs used

B2C

Business-to-consumer e-commerce has come to be dominated by a few big companies like
Amazon, which used its initial strength in selling books to extend to all sorts of other products.
Amazon is a pure-play — exclusively — online seller; it has no bricks-and-mortar outlets — no
traditional shops. This is pure e-tailing.

Other retail organizations are clicks-and-mortar outlets, combining e-commerce with sales
through traditional outlets. The Tesco supermarket chain uses e-commerce in conjunction with
its existing operations; it did not have to invest in a whole new expensive infrastructure of new
computer systems, warehouses, etc. to take care of e-fulfilment — the processing and delivery of
orders.

Price comparison sites allow you to shop around and compare prices of different sellers without
having to go to each site individually. Screenscrapers go to different sites and compare prices for
the same products or services, for example flights or insurance, and allow you to buy through

the screenscraper sire.

BrE: e-fulfilment

AmE: e-fulfillment

B2B

In business-to-business e-commerce, groups of companies can set up e-marketplaces, trading
hubs or trading platforms. These are sometimes used to organize reverse auctions on the Internet
— the supplier offering the lowest price gets the contract. But this can go against a wide range of
close, long-term supplier relationships (see Unit 29).

There are private e-marketplaces where a single company deals with suppliers in this way. Some
companies prefer to use this form of e-commerce because they do not want to indicate their
requirements to their competitors, thus revealing their current activities. There are also
consortium e-marketplaces where key buyers in an industry get together to organize buying and
selling on a collective basis.
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36.2

Match the two parts of the sentences containing expressions from A opposite.

1 Customers expect e-commerce a

2 Insurance firms have b
configured their e-commerce

3 Often e-commerce

4 iMerchants.com was Asia’s c
first e-commerce

5 IBM probably leads d
e-commerce software and e

support activities by

portal, or internet gateway.

platforms to support online searching, online claim
processing, and online commenting, as well as online
sales for some products.

providing solutions that can be used immediately, and
also by providing data center management services.
sites to entertain, inform and make transactions easy.
applications are developed first by large firms whose
size enables them to achieve greater cost savings and

efficiency gains.

Look at B opposite. Then read the article. Match each paragraph (1-4) with its summary (a—d).

a a Ryanair spokesman’s explanation of its actions

b Ryanair’s cancellation of bookings made on price comparison sites, some of its reasons for
doing this, people’s objections to these cancellations

¢ how customers buy tickets directly on price comparison sites, and the number who do this

d further reasons given by Ryanair, and an example of action it has taken against one

sCreenscraper

Ryanair blocks ‘illegal’ bookings

' Ryanairis to cancel thousands of its own customers’
bookings after they were made through internet
travel agents whose activities it says are illegal. The
airline is targeting price comparison websites on
which you can buy Ryanair flights without having
to go directly to the Irish firm’s site. Ryanair says
this is against its terms and conditions, and the
technology used slows down its site for other users.
But travel agents said the move was ‘foolish” and
‘unreasonable’. Consumer groups said they were
‘stunned’ by the move.

% So-called screenscraping websites account for
about 0.5 per cent of Ryanair’s bookings, equivalent
to about a thousand a day. These websites use a
technology that allows their booking tools to marry
up to those of Ryanair and other low cost airlines,

and execute a sale. The customer, however, never
leaves the original price comparison site.

* But Ryanair insists these sites’ activities are
illegal and passengers using them are being forced
to pay more for fares and other services. Ryanair
has taken legal action against Italian company
BravoFly to force it to stop screenscraping the
airline’s website.

* Ryanair defended its decision to cancel
bookings made this way, saying it was ‘a quick
and effective way of discouraging this unlawful
activity’. A spokesman said: “We hope that by
getting rid of screenscrapers we will speed up
passenger processing times on Ryanair.com as well
as ensuring that Ryanair passengers are not paying
unnecessary handling charges or higher fares.’

36.3 Replace the underlined expressions with expressions from C opposite.

1 They’re important if you want to develop a good understanding with the company that
you're buying from — it’s not just a question of price.

2 These guys all know each other and understand each other’s needs in relation to suppliers.

3 We’re thinking of setting up one of these not only to buy products, but to share information
with the companies that we buy from.

4 We don’t really like them — price shouldn’t be the only thing that determines whom to buy
from.

e

Over to you

Have you bought something recently over the Internet? What was your experience of the site,
the payment process, delivery of goods (if you ordered a product rather than a service), etc?
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R¥ 8 Intellectual property

Downloading
Joe Reggiano is a music industry executive:

‘We don’t sell as many compact discs these days. Internet
users can download music from online music stores such
as iTunes for very reasonable amounts. We license the
stores to do this. We even organize downloads of concerts
just after they have happened. So the whole business
model in our industry is changing. This is the new way to
generate revenue — make money — with our content, in
other words our music, pay royalties to its creators — the
performers — and make a profit and stay in business.

‘Of course, illegal downloading and file sharing, when people make copies for their friends on
peer-to-peer (P2P) sites, is still going on. But we think that legal downloading is a better
alternative for consumers.’

Copyright infringement
Julia Kaprisky is a film industry executive:

‘We have problems with films appearing on the Internet even before their release — before they
come out in cinemas. And when they do come out, there are people who pirate our films by
using cameras in cinemas. This piracy is infringing our copyright. Content providers like film
companies face a big challenge through copyright theft such as this. Our assets — our films — are
our intellectual property. The companies can only be profitable if these assets are copyrighted
and protected.

‘Everything on the Internet is in digitized form — the language of computers and the Internet.
People can make perfect copies of music or films withourt any loss of quality. We have technical
means of encryption so that records and films cannot be copied. We also use a system of
electronic or digital watermarks — technical means to identify the source of all material. But of
course, there will always be people who find ways of breaking this encryption; our defences will
have to become more and more technically advanced.

Another form of digitized
is digitalized.

Digital rights management
Julia Kaprisky continues:

“There is a lot of discussion about digital rights
management (DRM). Some people say that films and
music should not be copy-protected, but we argue
that films need to make money and be profitable if
we are going to be able to pay film makers, actors,
etc. and to invest in new films.

‘We want a system of digital rights management to
make sure that people pay for the films that they
watch. We want total copyright protection for all our
products whereby we receive payment for all use of
our property. We want to fight any idea that a record

»a

or film can be “free”.
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37.1 Complete the table with words from A, B and C opposite.

copyright

download
encrypt

infringement
pirate
protect

37.2 Now match the nouns in 37.1 above with these definitions.
This is when:

1 legal means are used to prevent a film or recording from being copied (2 words)
2 technical means are used to prevent a film or recording from being copied

3 a rule or law is broken

4 a film or a recording is obtained from a website

5 a film or recording is copied illegally

37.3 Complete the extracts with these expressions from A and B opposite

copyrighted downloading file sharing peer-to-peer revenue
digital watermarks encrypting intellectual property pirates
1

Radiohead invited fans to digitally download their seventh album for whatever price they chose
from its website, radiohead.com. This initiative contrasted sharply with what happened last week
in a US District courtroom in Duluth, Minn. There, the record industry won a $220,000 judgement
against a local woman it sued for ..

songs and maksng them available for with others. :
N o = S e N R e

So far this school year, 1,287 Ohio University students have been caught breaking copyright
(ETiEG LEiae S iy e Sy cole e i laws on the university’s computer network. The Recording
Industry of America has targeted SONgR SWADDPEA OVEL ..ottt s o sites where

students make their music collections available while they pick from collections of others.

The Mortion Picture Association of America said that American film and record industries lost an :
estimated $23billiomin.: - .. .. to copyright |

in China last year, Wlth only one out of every ten DVDs sold in Chma a legal copy.
Py SIS - P S S, P .m,‘%.,ﬂ_..n;-az'

The record industry has spent a lot of time and money coming up with ways to plug ‘leaks’,
SHehiashi el ol advance GRS W , 80

sources of leaks before the official release date can be traced.
W i S e A e T e M e s e By AT e m%mﬂ"“*"’

Over 4o Yyou --

Do you think it's acceptable to download music from file-sharing sites on the Internet?
Why? [ Why not?
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Financial performance

Please study the input and exercises in the units in this Company Finance section (Units 38-45)
in the order given, as each unit relies on knowledge of previous units.

Finance

Finance is the way money is made, lent, used, etc. To describe the financial situation of a
government, organization or person, you talk about their finances. The way that something is
paid for is the way that it will be financed — its financing. A financier is someone who works in
finance at a high level, providing money for particular companies, projects, etc.

Financial reporting is the information that a company gives about its finances. Financial
performance is how well, or badly, a company is doing from a financial point of view.

Financial reporting

Maria Malone is the chief finance officer (CFO) of a large
international media company, based in the UK, with activities in
television and publishing. She’s talking to new trainees in the
finance department:

‘As with all companies, investors and analysts want to know
how the company is being run and how their money is being
used. Each year we produce an annual report with three key
sets of figures:

® profit and loss (P&L) account
® balance sheet

® cashflow statement

‘These are the three key financial statements in financial
reporting. They give the basic information about our
financial results (see Units 39-41).’

US companies publish their results

every quarter - every three months.

The financial year

‘Our financial year ends on 31 March, although other companies choose other dates. Soon after
this, we publish preliminary results or prelims. The full report and accounts are published a few
months later. As a UK company, we also publish interim results or interims after the first six
months of our financial year.

Shareholders, bondholders and lenders

‘We use shareholders’ money from the shares that we issue to operate and invest in the business.
Some of the profit we make is normally paid out to them, usually in the form of dividends in
relation to the number of shares that they each hold. Our shares are traded — bought and sold —
on the London stock market.

‘We borrow money in the form of bonds. We pay percentage interest on those bonds and then
later repay the principal — the amount of money originally lent to us. Our bonds are traded on
bond markets.

‘We also borrow money from banks in the form of loans, and we pay interest on this lending.
‘Of course, our shareholders, bondholders and lenders all take a keen interest in our accounts!

‘The results we publish can affect share prices; good results cause prices to rise if the market
believes the company is undervalued. However, poor results often cause a drop in share price, as
investors feel the company is overvalued.’
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38.1

38.2

Complete these sentences with appropriate forms of expressions from A opposite.

1 The separation between shareholders and managers allowed for firms to be

without further involving the ... ... In the running of the corporation.

2 The firm helped companies that could notobtain ... .. from conventional
banking sources.

3 The company is in a terrible state —its ... are in crisis and production is falling.

Complete the crossword with the correct form of words from A, B, C and D opposite.
1 [z}
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Across

3 and 7 down One of the three key financial statements (6,3,4,7)
6 What you get for lending money (8)
8 What you normally get if you own shares (9)
10 Another of the three key financial statements: ... statement (8)
12 Final information about a company’s performance is found in the .. ... report and
accounts (4)
14 The third of the key financial statements (7,5)
15 Information about the first part of the year (7,7)

Down
1 The executive in charge of money: chief (9,7)
2 If you think a company’s shares are cheaper than they should be, they are ... (11)

3 Results that are not final (7)

4 The adjective from finance (9)

5 The owner of bonds (10)

7 See 3 across

9 Abbreviation for 1 down
11 People and institutions that lend money (7)
13 Money borrowed from a bank isa ... (4)

Over 4o you

* Why do companies spend money on making their annual reports look attractive?

b

Who are they intended for?
e Why might a company see its annual report as a marketing tool?
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Profit and loss account

Accruals accounting
Maria Malone (see Unit 38) continues:

‘The accruals principle or accruals method means that events in a particular reporting period, for
example sales of goods or purchases of supplies, are recorded in that period, rather than when
money is actually received or paid ourt, which may happen in a later period.

Profit and loss

“The profit and loss (P&L) account records the profit — the
money we make — or the loss — the money we lose — during
a particular reporting period, using the accruals princi ple.

‘In our case, our accounts show sales from books,
magazines, television advertising, etc. during the period.
Then we show the cost of goods sold (COGS), for example
labour costs — cost of employees’ salaries — and the cost of
materials.

‘Then we take away general expenses — the costs related to
making these sales such as salespeople’s salaries, rent for
buildings, etc. There is also the cost of depreciation — this is
not an actual sum of money paid out, but is shown in the
accounts to allow for the way that equipment wears out
and declines in value over time and will have to be
replaced (see Unit 40). This leaves us with our operating
profit.

“Then we subtract the interest payable on money we have
borrowed in the form of bonds and bank loans. This gives
the profit on ordinary activities before tax or pre-tax
profit,

‘Sometimes there are exceptional items to report, for example the cost of closing a particular

operation, but fortunately this does not happen very often.

“Of course, we pay tax on our profits and
in the UK this is called corporation tax.

Making a television programme

Sales are also referred to as turnover in BrE. The profit and

loss account is called the income statement in the US.

Earnings

‘From the profit after tax, we usually pay dividends to shareholders,
for dividends per share. However, when business is bad, we may not
or skip the dividend. Profit after tax is also referred to as earnings.

‘Naturally, we don’t pay out all our profit in dividends. We keep retained earnings — some of the

profit to invest in our future activities (see Unit 41).

“You can look at profitability in terms of earnings
per share (EPS), even if some of these earnings are
retained — kept by the company and not paid out
in dividends.’

Business Vocabulary in Use Advanced

and you can see the figure
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Pass, omit or skip a dividend
occur in this order of frequency.
There is no difference in meaning.




39.1 Match words from the box to make expressions in A, B and C opposite. The first one has been
done for you as an example.

eptional interest payable profit retained
account expenses items period profit and loss
earnings general operating rinciple reporting

39.2 Now complete each sentence with the correct expression from 39.1 above.

1 QUL it . TUNS from 1 April to 31 March.
2 The company’s .. i . before exceptional items has increased by 10 per
cent this year.

3 We have decided to keep £250,000 from our profits as ... and not
distribute this to the shareholders.

4 One of the ... . i the profit and loss account this year related to the
restructuring costs of our operations in Korea.

5 Withthe ... . O cOurse, postponing or bringing forward cash
payments has no effect.

6 During the early months of the loan, the amount of ... _.each month
on this type of loan is relatively high.

Ther = === ceo i = s R eventually arrives at a figure for profit to shareholders, after

the deduction of all expenses including debt interest and taxes.
8 The cost of new operations in Argentina caused ..................
£60.5 million from £51.9 million.

..................... to Increase to

39.3  Are the statements containing expressions from B and C opposite true or false in the context of
a company’s profit and loss account?

1 The cost of goods sold is the total cost related to selling something.

2 Selling and general expenses include the salaries of the salesforce.

3 Depreciation represents an actual amount of money paid out to suppliers of equipment.

4 Operating profit is the same as pre-tax profit.

5 If a company has a bank loan and/or has borrowed money in the form of bonds, it has to
show interest payable in its accounts.

6 Exceptional items are paid out every year and relate to the normal operations of the business.

7 A figure for profit after tax relates to what is left after corporation tax has been paid.

8 If a company shows a figure for retained earnings from a particular period, it has paid out all
the profit from the period to shareholders.

9 EPS and dividends per share are the same thing.

Over {to Yyou ‘i

Describe the profit (or loss) of a company in the news recently.
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i) Balance sheet 1
Assets

A company’s balance sheet gives a ‘snapshot photo’ of its assets and liabilities at the end of a
particular period, usually the 12-month period of its financial year. But the snapshot could be
taken on any day of the year.

An asset is something that has value or the power to earn money for a business. These include:
1 current assets:
@ cash at the bank

@ securities — investments in other
companies

® stocks of raw materials, unfinished
goods, finished goods that are going to
be sold, etc.

® debtors — money owed to the company
by customers, not including bad debts
that will probably never be paid

Stocks

2 fixed, tangible or physical assets: equipment,
machinery, buildings and land (see Unit 43)

3 intangible assets: for example goodwill — the value that the company thinks it has as a
functioning organization with its existing customers — and in some cases brands (see Unit 27)
because established brands have the power to earn money, and would have a value for any
potential buyer of the company

[tems are carried — shown — on the balance sheet at
particular amounts. However, there are some things of BrE: stocks; AmE: inventories
value that are never shown on a balance sheet, for example BrE: debtors; AmE: accounts
the knowledge and skills of the company’s employees. IRt ey

Depreciation

Of course, some assets such as machinery and equipment lose their value over time because they
wear out and become obsolete. Amounts relating to this are shown as depreciation or
amortization in the accounts. For example, some computer equipment is depreciated or
amortized over a very short period, perhaps as short as three years, and a charge for this is
shown in the accounts. The value of the equipment is written down or reduced each year over
that period and written off completely at the end.

The amount that is shown as the value of an asset at a particular time is its book value. This
may or may not be its market value — the amount that it could be sold for at that time. For
example, land or buildings may be worth more than shown in the accounts because they have
increased in value. Equipment may be worth less than shown in the accounts because its value
has not been depreciated by a realistic amount.

Depreciate and depreciation are usually used

in BrE, amortize and amortization in AmE.
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40.1 Complete the assets table for a UK company with expressions from A opposite, and the relevant
figures, using the information below. (The other half of this balance sheet is in Unit 41.)

® Paradigm has goodwill — in the form of hundreds of satisfied customers — worth an
estimated £30 million. This is its only intangible asset.

® It has investments of £12 million in other companies.
® [t has raw materials, unfinished goods and finished goods together worth £7 million.
® It owns equipment and machinery with a book value of £18 million.
® It owns land with a book value of £62 million.
@ The company has £22 million in its accounts at the bank.
® The company owns offices and factories with a book value of £188 million.
® Various people and organizations, including customers, owe £15 million.
Paradigm Manufacturing
Balance sheet at 31 March
ASSETS (millions of pounds) i
e 1N T ' 22
[(+) [ - ([
Stocks 7
() o ©
Total current assets 56
[ (I e I L
M W
Equipment and machinery 18
Total fixed assets (book value) 268
T Vs (13 TR 0 Wl Tl
Total intangible assets 30 :
TOTAL ASSETS 354 | |

40.2 Using the information in B opposite and in the table in 40.1 above, decide if these statements
about Paradigm’s assets are true or false.

The figure for:

1 cash relates only to banknotes in the safe on the company’s premises

2 equipment and machinery is the price it was bought for, minus amounts for depreciations

3 stocks relates only to finished goods waiting to be sold

4 land and buildings is the exact amount they could definitely be sold for

5 goodwill is an estimated value that a buyer of the company might or might not agree to pay
6 debtors is a reasonable estimate of how much it will receive from them

Over 4o Yyou

Think of a company that you're interested in. What are some of its main assets? Which of
them might be shown on its balance sheet?
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Balance sheet 2

20,0%

— 529 TS (e /sq}
&1 ,332 P W
Liabilities

A company’s liabilities — everything it owes — are its debts to suppliers, lenders, bondholders, the
tax authorities, etc.

1 Current liabilities are debts that have to be paid within a year, for example:
® creditors — money owed to suppliers, etc.

® overdrafts — when the company spends more money than it has in its bank accounts

@ interest payments that have to be paid in the short term
i BrE: creditors
I ® tax payable — money owed to the tax authorities AmE: accounts payable or payables
2 Long-term liabilities are debts that have to be paid further
into the future, for example long-term bank loans and bonds.

B shareholders’ equity

When you deduct a company’s liabilities from its assets — everything it owns — you are left with
shareholders’ equity, owners’ equity or shareholders’ funds. (The last of these is used particularly
in UK company accounts.)

In theory, this is what would be left for shareholders if the business stopped operating, paid all

its debts, obtained everything that was owed to it, sold all the buildings and equipment that it
owns, etc.

Shareholders’ equity as shown in a company’s accounts includes:
® the capital that shareholders have invested

® the profits that have not been paid out in dividends to shareholders over the years,
but that have been kept by the company as reserves or retained earnings (see Unit 39).
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41.1 This is the other half of the balance sheet in Unit 40. Complete the assets table with expressions
from A opposite and the relevant figures, using the information below.

@ Paradigm has a bank loan of £40 million to be repaid in five years.

@ It has issued £200 million worth of shares.
® It has issued bonds for £60 million that it will have to repay in seven years.
@ [t has retained earnings of £21 million.
@ It has to pay £7 million in interest on its bank borrowing and bonds.
@ It owes £10 million in tax.
@ It owes £12 million to suppliers and others.
® On one of its bank accounts, Paradigm has spent £4 million more than it had in
the account.
Paradigm Manufacturing
Balance sheet at 31 March
LIABILITIES (millions of pounds)
Creditors 12
(@) s i o) P T
(6) s miaieass 7
() (O s
Total current liabilities 33
Bank loan repayable in five years | () ...
{8) e s, 60
Total long-term liabilities 100
A W I IIEN
e s AT TRy
Shareholders’ funds 221
TOTAL LIABILITIES PLUS 354

SHAREHOLDERS’ FUNDS

41.2 Using the information in B opposite and in the table in 41.1 above, decide if these statements
about Paradigm’s liabilities are true or false.

1 The item for creditors includes debts that will have to be paid relatively soon.

2 Overdrafts are a form of short-term loan.

3 In the coming year, Paradigm will have to pay more tax than it pays out in interest on its loans.

4 The figure of £12 million for creditors relates to money that it paid out to them in the
previous period.

5 Shareholders’ equity of £200 million is the current value of Paradigm’s shares held by
shareholders.

6 Retained earnings is the total of all the dividends that have been paid out to shareholders
over the years.

Over 4o you N

When a company goes bankrupt, i.e. goes out of business, what are its usual liabilities?
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\¥4 Cashflow statement

Y Cash inflows and outflows

Remember that under the accruals method (see Unit 39), events in a particular reporting period
are recorded in that period, rather than when the money is actually received or paid out, which
may happen in a later period. And depreciation (see Units 39 and 40) represents reductions in
the values of the firm’s equipment, etc. although no actual cash leaves the company, of course.

However, the cashflow statement shows cash inflows and outflows — money actually coming into
and going out of a company in a particular period.

A company can have cashflow problems even if it is profitable, for example if it is paying
suppliers more quickly than it is being paid by customers. This is related to the credit terms that

businesses have. In the UK, there is usually an agreed credit period of 30 days or more in which
invoices must be paid. In some countries,

this period is much longer.

The forms cashflow, cash-flow and
cash flow are about equally frequent.

Types of cashflow

Net cashflow from operations is the money generated by the sales of the company’s goods or
services, minus the money spent on supplies, staff salaries, etc. in the period.

Net cashflow from investment activities is the overall result of the following:

® inflows - loans repaid and loan interest paid by borrowers; money received from sales of
securities in other companies; sales of land, buildings and equipment

® outflows — loans made to borrowers; purchases of securities in other companies;
purchases of land, buildings and equipment

Net cashflow from financing activities is the result of the following:

® inflows — money received through issuing new shares and bonds in the comparny; money
received through short-term borrowing

® outflows — money repaid in short-term borrowing; dividends paid to shareholders

Adding and subtracting the figures above, the company calculates its net cash position at the end
of the year. Investors check the cashflow statement to see how the company has obtained and
used cash — how much it has made from its operations, raised through new share issues, etc.

Investment |loans repayments and interest  Sales of goods and services
activities

Operations

sales of securities

=

a

(=]

= -

T Cash inflow

A.Q' it (E

el purchase of s 2

= purchase o g =

- = L=

e S o
= o
= =
w v
Financing
activities
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42.1 Use the information in A and B opposite plus the facts from the presentation below to complete
the table about a fictional UK company called SBC.

Last year, SBC had a net cashflow from its operations of £10.1 million. It bought a new
office building for £8 million and new equipment for £1 million. The company lent £1
million to one of its directors so that she could buy a new house. SBC paid £10 million to
buy shares in Company A and obtained £6 million for shares that it sold in Company B.
It received interest of £500,000 on a loan it had made to another director and sold its old
office building for £5 million.

SBC obtained a bank loan for £500,000 that it will have to repay next year. It paid out
£1 million in dividends to shareholders. It raised £1.25 million by issuing new bonds and
£1.75 million by issuing new share capital. It also repaid a loan of £1.5 million that it
obtained last year.

Cashflow statement for the year ended 31 December

(Millions of pounds. Negative figures are shown in brackets.)

Operating | Net cashflow from operations 101
activities
Investment | purchases of securities (10)
activities [ ey received from sales of shares in other | @) ...
companies
loans made to borrowers D)
loans repaid and loan interest paid by 0.5
borrowers

purchases of land, buildings and equipment

sales of land, buildings and equipment

Net cashflow from investment activities (e)

Financing money received through short-term borrowing | (f)
activities

money repaid in short-term borrowing {g)Fs il s

money received through issuing new shares d=ih:
in the company

money received through issuing new bonds in | (h) ...
the company

dividends paid to shareholders sz ion ==

Net cashflow from financing activities 3.0
NET CASH POSITION AT YEAR END i)

Over to You

What are typical credit terms in your country and some others that you know?
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Comparing performance

Profit and profitability

The profit made by a company in a particular period is also referred to as its earnings — profits
after tax — or net income — money produced minus everything spent to produce it. There are
different indicators of profitability — level of profit in relation to what is required to produce it.
One measure is EBITDA - earnings before interest, tax, depreciation and amortization (see Unit
40 for these last two items). Comparing the EBITDA of different companies is a good way of
comparing their fundamental operating performance before other financial and tax
considerations are taken into account. It may be used to see if a company is good at generating
cash or cashflow (see Unit 42).

A company’s profit (uncountable) from a particular period
may also be referred to as its profits (plural). Profits is also
used to refer to several periods or several companies.

Investment ratios

Another way of comparing companies is by looking at investment ratios — the relationship of one
key figure to another.

One important ratio is return on assets (ROA), where you look at a company’s profits for the
year in relation to the value of its assets (see Unit 40) to see how well managers are using those
resources. This is an indicator of how well the company is using its capacity — the maximum
number of products it can produce in a particular period. Particular levels of ROA may indicate
that a company is operating at full capacity or it may have spare capacity.

If a company uses relatively few resources compared to similar companies to generate a higher
level of profits, you can say, slightly informally, that it is sweating its assets. But it may reach a
point where it is not investing enough in new buildings, equipment, etc. There are limits to how
far assets can be made to sweat!

And in companies that depend on knowledge workers (see Unit 31) for their success, physical
assets are less important, so ROA is a less useful measure of performance here.

Return on equity

Return on equity (ROE) measures how well a company’s managers are using shareholders’
equity (see Unit 41) to invest in activities and resources that generate profit for shareholders. For
example, if in a particular year profit before tax is £50,000 and the company has shareholders’
equity at that time of £500,000, it has ROE in that year of 10 per cent.

Like all ratios, this can be compared with figures from other companies in the same industry, or
for the same company from year to year. One figure by itself doesn’t mean very much.

Leverage

To get a better return on equity, companies may borrow in the form of loans and/or bonds. The
amount of a company’s borrowing and the interest it pays on this in relation to its share capital
is its income leverage. This ratio can be expressed as a percentage; for example, a company that
makes £80,000 in operating profit in a particular period and pays £20,000 in interest has
leverage of 25 per cent. This can also be expressed in terms of interest cover — the number of
times it could pay the interest out of its operating profit; in this case four times.

A company with a lot of borrowing in relation to its share capital is highly or heavily leveraged.
You can also say that it is heavily indebted. A company that has difficulty in making payments
on its debt is over-leveraged. A company that reduces the amount of debt that it has deleverages.

Leverage is also called gearing, especially in BrE.

Companies may be said to be highly geared.

Business Vocabulary in Use Advanced



43.1

43.2

43.3

Complete the extract with these expressions from A opposite. Use one of the expressions twice.

[amortization and depreciation cashflow EBITDA net income ]
Sequoia has received investor inquiries as towhy  (3) s ismere
our cashflow has been so much better than understandable. Qur (4) E
reported net income. This is partly accounted for ... in the quarter was $93,000, £
by noncash factors suchas (1) ... ... e 7 S i e S were
................................................... . If we look at Sequoia’s $253,000 for the same period, or $160,000
3 e , our excellent  higher.

Match the underlined words with the expressions in B and C opposite to which they refer.

1 They’re the most profitable assets at the market research firm AC Nielsen, rather than
machinery, buildings, and so on, so this is not a very useful measure in judging its success.

2 British Rail was famous for using its trains and other equipment in the most intensive way
possible — but the equipment broke down more often and wore out faster than it would
otherwise. (2 expressions)

3 In manufacturing, a return on money invested by shareholders of 15 per cent would be quite
a good figure.

4 Until recently in banking, a figure for profits in relation to the money available to a bank of
1 per cent was considered reasonable.

5 This money is what shareholders have invested over the years, plus any profits not distributed
in the form of dividends and ROE is calculated to see how well it’s being used.

Match the two parts of these sentences containing expressions from D opposite.

1 These bonds are often issued by a leveraged, the slowdown was catastrophic
highly —it’s a bad time to be a builder but a good

2 For building firms that were heavily time to buy a house.

3 We needed to reduce debt and de- b leverage in order to survive.

4 High-risk bonds perform better ¢ geared, having borrowed to expand their
when the economy is booming, businesses in the boom and now, with
helping heavily incomes falling, interest payments that are

5 The company is massively over- difficult to make.

6 Many firms are too highly d leveraged and owes much more to lenders

than its operations will ever bring in.

e leveraged small companies to make
scheduled payments of interest and
principal.

f indebted companies that then have trouble
meeting interest payments.

'}r
Is your organization (school, company, etc.) sweating its assets? Or does it have spare
capacity? Give an overview of the situation.

Over to Yyou
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Shareholder value

Yield

Investors look at the yield of a company’s
shares — the dividend per share that it pays out
in relation to the share price. For example, a
company whose shares are worth €20 and that
pays a dividend of €1 has a yield of 5 per cent.

Those investors interested in high dividend
payouts look for income shares — shares that
have high dividends in relation to their prices.
Others look for growth shares, typically with
lower yields, if they think the company’s profits
will grow over the coming years and that the
shares will increase in value.

Price—earnings ratio

But companies do not pay out all their earnings in dividends each period. Nor all earnings are
distributed to shareholders; companies keep some as retained earnings (see Units 39 and 41).

Investors want to know how well their money is working for them and one way of doing this is
to look at the earnings per share (EPS). This is calculated by dividing the after-tax profit by the
number of shares outstanding — the number issued and in existence. For example, if a company
has an after-tax profit of €1 million and has four million shares outstanding, it has EPS of 25
cents.

Investors can also use the earnings per share to work out the price—earnings ratio (PE ratio) —
this is the share price divided by the earnings per share. A company with EPS of 25 cents and a
current share price of €5 has a PE ratio of 20.

This ratio gives an idea of how expensive a share is in relation to the profit the company is
making. If investors are willing to pay for shares with a higher-than-average PE ratio, it may be
because they expect the company to have higher-than-average profits growth in the future and
they are thus willing to pay more for these higher predicted earnings.

Maximizing shareholder value

Shareholders in a company obviously want to maximize their return on investment (ROI) or
return. They increasingly look at how the company is managed in terms of shareholder value —
the total amount the shares they hold are paying out in dividends — and the increase in the value
of their shares during the time that they hold them.

If a company’s shareholders could get the same or better ROI by putting their money on deposit
in a bank, they will not be too pleased with the company’s managers. So shareholders are
watching senior managers’ decisions increasingly closely. A company may say that it wants to
maximize shareholder value, and use its assets and potential assets in the most profitable way.
This implies key strategic decisions such as making the right acquisitions, and divestment (see Unit
19) of business units that do not make enough profit even if they are not actually loss-making.

singular: return on investment; plural: returns on investment
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44.1

44.2

Complete the crossword with the correct form of words from A, B and C opposite.

7

AEENEDIN S EEEE '

S EEETER
| T
2 T B ] L
C i B s L
S0 e
Across T e ,
2 See 12 across -
6 The number of a company’s shares in existence is the number . (11)

7 The share price divided by the profit ‘belonging’ to that share (2,5)
8 A company may keep these for a rainy day (8,8)
10 Some profits are ... -to shareholders, some not (11)
12 and 2 What many investors want companies to do (8,11,5)
13 Occasions when one company buys another, or the companies bought (12)
14 Abbreviation relating to profit per share (3)
15 and 9 down Choice that a company makes hoping to become more profitable (9,8)

Down
1 and 3 Companies’ profitability in relation to what investors have put in (7,2,10)
4 If a company doesn’t keep all the profit from a particular period, there’s a ...
5 Describing shares that increase in value (6)
8 An abbreviation relating to what you get back (3)

11 Describing shares that produce good dividends (6)

Complete the sentences with appropriate forms of expressions from C opposite.

1 The role of the Chief Financial Officer is to enable the best use of capital so as to
2 Consider the outsourcing of a large part of the manufacturing load and the consequent
i ... of many plants.

3 Nokiamadea......... to concentrate on telecommunications and become
a leading supplier of mobile telephone technology and networks.

4 Programs that provide childhood nutrition, education and agricultural know-how can pay
Hipdividendssthe coon b onbon e Lo o often exceed 20 per cent a year.

5 There is room for growth because there are many small companies available as
...... ] . targets.

Over 4o you ‘i»

It often makes sense to maximize shareholder value by divesting loss-making businesses
and investing in other areas, but is this always easy to do? Why? / Why not?
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45 Accounting standards

Audits and their transparency

928

Every company appoints auditors — specialist external accountants — who audit its accounts.
The auditors approve the accounts if they think they give a true and fair view of the company’s
situation. If not, they specify the qualifications they have about the accounts. If auditors do this,
it certainly gets investors worried!

Companies that give misleading — false — information in their accounts are said to cook the
books. They may overstate or understate particular amounts — indicating that they are more or
less than they really are. Companies that do this are guilty of fraud.

But auditors complain that there may be an expectation gap between what they are required by
law to do and what clients and investors sometimes expect them to do; auditors say that they
should not be expected to pick up every problem.

Following the scandal of Enron and other corporate collapses in the US, investors became
increasingly worried about accounting irregularities or false accounting, and they are demanding
that auditors should be more strictly regulated — the authorities should supervise them more
closely.

Regulators — government agencies checking that the law is applied — are demanding more
transparency; they say audits should ensure that the company’s accounts should give a clear
picture of its true financial situation.

They are particularly concerned with:

® auditor rotation — the principle that companies should be obliged to change their auditors
regularly

® conflict of interests — some say that a company’s auditors should not be allowed to do its
consultancy work, for example giving tax advice or doing management consultancy

International standards

In the UK, the way accounts are presented is governed by regulators such as the Financial
Reporting Council (FRC).

In the US, they have the Generally Accepted Accounting Principles (GAAP), promoted by the
Financial Accounting Standards Board (FASB).

People and institutions invest in companies worldwide. Therefore it is important for financial
reporting to be in a form that means the same thing to people all over the world. This is why
accountants worldwide are moving towards International Accounting Standards (IAS) —
standards or rules that companies all over the world will, ideally, end up using.

These standards will eventually be accepted by bodies — organizations — such as the International
Organization of Securities Commissions (IOSCO) representing stock markets all over the world,
including the all-important Securities and Exchange Commission (SEC) in the US. This
acceptance will facilitate investment by allowing investors from every continent to understand
and trust the accounts of companies, wherever they are based.

The SEC has come under attack for not using its regulatory powers — its right to control
financial activities — to prevent the excesses that led to the banking crisis of the years 2007-9.
Critics said that its oversight — control - of the financial services industry was not strict enough.
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45.1  Complete the article with these expressions from A opposite. Use one expression twice.

45.2

45.3

audits
cooked the books

fraud
irregularities

overstated
regulators

undcrsma

Inquiry launched in PWC's auditing of Satyam’s accounts

Regulatory authorities in India have ordered an
inquiry into PriceWaterhouseCoopers’ auditing of
Satyam, the company at the heart of the country’s
biggest ever alleged fraud, which commentators

following facts to your notice: The balance sheet
carries inflated (non-existent) cash and bank
balances of Rs50.4 billion” (nearly £1 billion).

He also detailed $78.3 million of “non-

1.

i

are calling India’s Enron.

Shareholders have lost more than $2 billion
since Satyam’s chairman Ramalinga Raju
resigned on Wednesday after issuing a
statement admitting he had (1) ...
the company’s cash

existent” interest, and an (4) ... ... ..
liability of $256 million. He
denied personally profiting from the alleged
(5) ... :

PWC'’s role will now be investigated by India’s
Institute of Chartered Accountants.

reserves and (2) ; . its PriceWaterhouseCoopers said: “Over the
liabilities. Many of the losers are said to have last two days, there have been
been reassured their investments were safe by media reports with regard to alleged
PWC’s presence. (6) : in the
Mr Raju’s detailed confession of how he says accounts of Satyam Computer Services.
he (3) ... hasSnowiseTTe S 7)o S EEE ehs Be were
raised serious questions over how $1 billion in  conducted by PriceWaterhouse in %
non-existent cash reserves could have been accordance with applicable auditing

overlooked on PWC’s watch as auditors. In a
statement, Mr Raju said it was with “deep regret audit evidence. PriceWaterhouse will fully J
... and a tremendous burden that | am carrying meet its obligations to cooperate with the
on my conscience, that | would like to bring the (8) and others.”

rules and were supported by appropriate

Now answer these questions about the article in 45.1 above.

1 Has the fraud been proved in a court of law?

2 How much have shareholders lost?

3 Are cash reserves assets or liabilities?

4 Why had shareholders felt confident?

5 Does Mr Raju feel bad about what has happened?

Look at B opposite and answer the questions using abbreviations. Which body or set of rules
would be most involved with, or relate mainly to the following?

1 a company whose shares are listed on the New York Stock Exchange and that is accused of
accounting fraud

2 the way that something is presented in a UK company’s accounts

3 discussions between stock exchanges around the world on standardizing procedures

4 the way multinationals around the world account for profits from overseas subsidiaries

5 the way that something is presented in a US company’s accounts

Describe a case of false 3&0unting that you remember. What happened to the people
involved?

Over 4o you
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The business cycle

Key indicators

To assess the state of a country’s economy,
commentators look at key indicators such as:

a the jobs market — how many people are in
employment and how many are out of work or
unemployed.

b disposable incomes — what people have available
to spend after buying essentials such as food,
electricity, etc.

¢ retail sales / consumer spending — how much
people are spending in the shops. This is related
to consumer borrowing — how much people have
borrowed in loans, on their credit cards, etc.

d the property or housing market — house prices,
and the price and availability of mortgages —
loans to buy property. Interest rates decided by a country’s central bank — how much it costs
to borrow money - are very important in this context.

e inflation — how fast prices are rising.

f financial markets, including the stock market for company shares.

g the trade balance — how much the country is importing and exporting. If it exports more than
it imports, it has a trade surplus; if it imports more than it exports, it has a trade gap.

h exchange rate - the value of a country’s currency.

i government spending — the amount that the government is paying for everything that it
provides. There is a budget surplus when a government takes in more in taxes than it spends;
there is a budget deficit when a government takes in less in taxes than it spends.

property, housing: BrE and AmE

real estate: AmE only

The business cycle

Economic growth is when a country’s economic activity increases. Typically, when the economy
recovers from a trough — its lowest point - there is a period of recovery when growth starts to
pick up — speed up. This is followed by a phase of prosperity when people and companies have
money to spend and feel confident about the future. These two phases make up a period of
expansion.

The economy then peaks or reaches its peak — highest point — and starts to decline — grow more
slowly. The economy may even shrink in a period of contraction or contract in a slowdown — get
smaller — before it reaches a trough or bottoms out and starts to grow again. This is the
economic or business cycle.

Boom and bust

When the economy is booming — growing fast — commentators start to talk about the risks or
signs of overheating, with key indicators getting out of control, and a loss of economic stability.
They talk about the need for a soft landing, with the government aiming to bring economic
activity back to more sustainable levels — ones that can be continued — without the economy
going into recession — technically, a period of declining activity lasting two consecutive quarters
(six months) or more.

A long period of severe recession is a depression or a slump. This whole process is referred to,
slightly informally, as the boom and bust cycle.
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46.1 Match these headlines (1-9) with the issues that they relate to (a—i) in A opposite.
1 6

Shares in higgest one-day rise for 10 yearsJ

Average pay rises 3 per cent -
gas, electricity fall

Average house price now €203,000 |

TRADE GAP WIDENS BY RECORD '

3
Jobless at lowest for 12 years | EA0MILLION <
8 st
* CONSUMERS INRUSHTO MALLS | omr [p“mgmed“ e
. _

Dollar falls to 15-year low against yenJ 9

Consumers and firms hit
by price jump shock

46.2 Use nouns from B opposite to complete the labels in this diagram.

46.3 Use correct forms of expressions from C opposite to complete these sentences.

1 Britain’s economy ... for most of the ‘Blair decade’, growing by 3 or
4 per cent per year.

2 The Chinese Central Bank raised interest rates, a move aimed at reducing the risk of

in an economy that is growing at more than 11 per cent per year.

3 The president said he is concerned but believes the market will find a
without substantial government intervention, and will not go into a recession.

4 Government spending went well beyond sustainable levels during the boom and this
threatened ... .

5 The Turkish economy had a sudden reversal and experienced a severe

........ , following growth of 8 per cent the previous year.

6 In the gold industry, _cycles last an average of ten years.

Over o You "H»

At what point in the business cycle is your country right now? What is the state of some of
the key indicators?
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Bubbles

102

Bursting bubbles

A bubble is a period when demand for something — the
number of people who want to buy it — grows too fast,
leading to prices also rising too fast.

Here are some frequent combinations with ‘bubble’:

economic
financial

speculative

real estate ¢ bubble

housing
property

mortgage J

Then the bubble bursts, with demand falling very fast.
Prices crash, with buyers wanting to sell for whatever they
can get, including those who had bought at the top of the
market — when prices were highest.

The credit crunch

The credit crunch of 2007-9 was part of a wider banking crisis. US banks had lent too much
money to mortgage borrowers who could not repay. These were called sub-prime or, informally,
NINJA - no income, no job or assets — mortgages. The banks had repackaged and sold on these
mortgages in the form of new securities — lending — to other financial institutions, who then lent
money to yet others on the basis that they would get their money back from repayments of the
original mortgages.

However, the buyers of these securities did not know that the mortgages were high-risk. When
house buyers started to default on — stop repaying — their loans, the lenders were in trouble.
These defaults meant that what banks thought were valuable securities were in fact toxic —
worthless — assets.

Some commentators blamed light-touch regulation of banks; they said that the government
regulators had not been strict enough. And they criticized ratings agencies — commercial
organizations that publish risk levels for different securities, who had underestimated the risks.

Banks said that they wanted to deleverage — rely less on borrowed money. Some financial
institutions were in danger of going out of business, and governments in some countries had to
rescue them. Banks refused to lend to each other and to companies and individuals, causing
problems in the real economy, with businesses and individuals unable to borrow money in the
ways that they had been used to. This in turn led to a full-blown — total — economic crisis.

The real economy

Following the credit crunch, governments around the world were worried about deflation —

a period of falling prices and falling demand, which would be very difficult to end. So they
produced stimulus packages — actions designed to increase economy activity, for example by
lowering taxes in order to give people more money to spend. They reduced interest rates to
nearly zero, meaning that borrowing money was almost cost free. They started printing money —
putting more money into the economy than really existed — in order to increase demand. But
critics said that this last move could be dangerous because of the risk of galloping inflation —
prices rising very fast — or even stagflation — inflation with no economic growth.
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47.1 March the two parts of these sentences containing expressions from A opposite.

1 During the real estate a bubble because buyers listed incomes much

2 One striking difference between higher than what they really earned.
the current crisis and recent b bubble also represents a period of lost wealth,
financial even for people who keep their homes.

3 Students and factory workers ¢ bubble burst, revenue was slashed and the
were putting much of their government incurred a budget deficit of
savings into stocks, threatening HK$32 billion.
to create a speculative d bubble, as the nation tried to spend its way to

4 The bursting of the housing recovery.

5 No-proof loans fed the mortgage e bubble that could end in a damaging and

6 When Hong Kong’s property politically explosive crash.

7 Yubari continued building tourist f bubble, lenders and mortgage brokers
sites even after the collapse of sometimes encouraged homeowners to
Japan’s economic borrow more based on inflated home values.

g bubbles is that this time it is the developing
world that is best positioned to weather the
current storm.

47.2  Look at the expressions in B opposite. What are these things examples of?

1 the Financial Services Authority, responsible for seeing that UK bank finances are healthy

2 Standard and Poor, an organization that judges how likely it is that loans will or will not be
repaid

3 manufacturing, retail, etc. as opposed to financial services

4 when banks are left to decide for themselves which activities are too risky to get involved in,
rather than being told what to do by the government

5 when banks and companies borrow less

6 when a housebuyer stops repaying their mortgage

7 debts that lenders discover are never going to be repaid, having previously believed that they
would be

8 when many companies go out of business, unemployment rises to 10 or 20 per cent, and the
government doesn’t really know what to do

47.3 Complete the table with words from A, B and C opposite.

Noun Verb

crash
default

deflate
deleveraging

regulate
rescue

stimulate

Over 4o Yyou

How did the credit crunch affeet your country?
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Corporate social responsibility

Ethics

Ethics (countable) are moral beliefs about what is right or wrong. Ethics (uncountable) is the
study of this.

The related adjective is ethical. Here are some frequent combinations:

[ behaviour doing things that are morally right
lapse temporary failure to act in the correct way
athiical. 4 dilemma a choice between two actions that might both be morally wrong
standard a rule for moral behaviour in a particular area
stance a stated opinion about the right thing to do in a particular situation
L issue an area where moral behaviour is important

Accountability and transparency

Individuals and organizations should be
accountable — completely open about what they do
and able to explain their actions. Dealings —
business transactions — should be transparent — not
hidden or secret — and explainable in a way that
can be understood by outsiders. Companies may
say that their managers and employees should act
with integrity and, more formally, probity —
complete honesty — and that they do not tolerate
any form of professional misconduct. People expect
the behaviour of organizations to be above board —
completely open and honest.

Corporate social responsibility

Companies have long had codes of ethics and codes of conduct saying how their managers and
employees should behave. Now they are looking at these issues in more systematic ways. They
are designating executives to oversee the whole area of corporate social responsibility (CSR),
which relates to the following areas, among others:

a employment and community: they want to pay attention to things that affect the well-being of
everyone, not just their employees, in the areas where the company has its plants, offices and
other activities.

b environmental protection: they want to conduct business in ways that protect the environment,
for example to ensure that the company does not cause pollution of the air, rivers, etc. and
does not endanger plant and animal life or contribute to climate change (see Units 50 and 51).

¢ winning new business: they want, for example, to get business without engaging in corruption,
for example offering bribes — money given to someone so that they behave unethically.

Companies want to be seen as good corporate citizens, with activities that are beneficial not only
for their stakeholders (see Unit 14) but for the community and society as a whole.
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48.1

48.2

48.3

Match the two parts of these sentences containing expressions from A opposite.

1 “We are committed to a stance, we are always looking to reduce the amount of
the highest ethical paper we use.’

2 Is ethical b lapses came to light, including city managers hiring their

3 There were relatives.
questionable ethical ¢ behaviour in business affairs different from everyday

4 They tightened the behaviour in the family or community?
city’s ethics policy d dilemma of whether to disclose to a buyer that the house
after a string of ethical might soon be demolished to make way for a new road.

5 ‘As a bank with a e standards and to promoting our medications only for
strong ethical approved uses, the company spokesperson said.

6 He’s dealing with the f issues, including whether he helped a company that hired
ethical his brother as a lobbyist.

Complete the sentences with expressions from B opposite.

1 His lawyers have argued that the transactions were completely above
e i, SO, and approved by the other directors.

2 The code of professional conduct requires directors to act with
andl. ol o Ry ~ and to accept that failure to comply carries the threat

3 It faces the most serious chargesof ... . yet brought against a big
accountancy firm, with claims that it deliberately concealed evidence of fraud.

4 Wearetorally o vl et s . about the methods that we use, so it would be
hard for us to hide the fact if we were not giving the correct numbers in our findings.

5 The city’s officials ought to be held far more ... Sl than they are today
for what they spend and how.

Match the ideas (1-5) in the article with the points (a—c) in C opposite.

B -
B e IEE— - . R —"

CSR: More than public relations

(1) Global greenhouse gas emissions continue to rise. (2) Disease wreaks havoc across entire continents. A

host of seemingly intractable issues confront governments around the world, who are sometimes unable to effect
positive changes. With the emergence of companies as some of the most powerful institutions for innovation and
social change, more (3) shareholders, requlators, customers and corporate partners are increasingly interested in
understanding the impact of these organizations’ regular activities upon the community and its natural resources.
With the world’s largest 800 non-financial companies accounting for as much economic output as the world’s
poorest 144 countries, the importance of these organizations in addressing (4) trade imbalances and income
inequality is key.

In public opinion surveys, consumers admit they prefer to buy products and services from companies they feel are
socially responsible (72 per cent) and that they sell the shares of companies that are not (27 per cent). Challenging
the notion that companies only responsibility is to make a profit, executives are increasingly seeking ways to combine
(5) economic gain with social well-being in ways that will produce more customer loyalty, better relationships with
regulators, and many other advantages. CSR practices may, in fact, prove pivotal to the success of a company.

Over {o you

Think of a particular ethical issue that concerns you. Write a letter to a company asking
what its policy is on this issue.
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Social reporting

Social reporting

Since the 1970s, businesses have been increasingly aware
of the importance of social and environmental issues for
their reputation. There has been a trend towards
commissioning social audits relating to their social
performance — these audits evaluate the effect of their
behaviour in relation to their employees and to society as
a whole. A new dimension in this is companies attitudes
to the now urgent issue of climate change.

Social audits are part of social reporting — when a
company regularly gives information about the social
impact of its activities — and supporters say that it is as
important as financial reporting. They say that it
provides important information for all of a company’s
stakeholders. This is part of the wider picture of
stakeholder theory — the idea that companies have
responsibilities not only to employees, customers and
shareholders, but to all members of society affected by
their activities.

Ciritics say that a social audit may just be a public
relations exercise, with no real benefits.

Word combinations with ‘social’
Here are some frequent word combinations with ‘socials’

issues areas of concern, such as unemployment, poverty, etc.
justice the idea that people should be treated fairly and equitably
sogial programs actions by a government to reduce poverty, unemployment, etc.

when companies are concerned about the consequences of their

responsibili N :
P ¥ activities on the community as a whole

welfare when work conditions are good and people are happy

Labour standards

Companies are also increasingly aware of the importance of their suppliers’ reputation. For
example, a lot of clothing manufacturing is done by suppliers in developing countries.
Companies in this industry are particularly open to criticisms about labour exploitation. Some
employ sweatshop labour — underpaid people with terrible working conditions. Another aspect
of this is lack of worker representation, for example in workplaces where trade unions (see
Unit §) are banned.

But many point to progress by leading companies in this area in improving labour standards —
for example, ensuring that their suppliers are paying their workers fairly, that they have a good
health and safety record, with low levels of illness and accidents, and so on. Companies and their
suppliers also do not use child labour — they ensure that workers are above the legal minimum
age. They know that, increasingly, they have to be seen to be socially responsible.

However, critics say that companies with lower profiles may not be observing these standards.

Business Vocabulary in Use Advanced




49.1

49.2
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Complete these extracts with expressions from A opposite.

1 The management has to be aware of its wider responsibilities to the community, not just
employees and shareholders, when presenting new proposals. This is sometimes called

2 There is a risk that companies in industries that are more renowned for polluting and
exploiting than caring and sharing could adopt ... . =1y LM and use it to
highlight their more ethical activities, purelyasa ... :

3 The investment fund Jupiter says it will operate a ‘best in class’ approach, allowing
investment in any UK company that has a good recordof ... .~ - within
its peer group.

4 Auditors should also be required to report to a wider interest group than just the
shareholders. These ... v could include bankers, customers and
suppliers, potential shareholders, employees and even government departments.

5 A group of experts looking at how company law operates is already considering whether
companies should be forced to publish annual ... , giving details of
their social and environmental policies.

Complete these sentences with expressions from B opposite.

1 The Social Venture Network applies capital to enterprises that reduce poverty and advance
SOCIAL ..., sre i . (2 expressions)
2 Organizations have benefited by adopting strategic approaches to environmental and social

3 Different individual self-interests can have a negative effect on corporate profits and hence
reduce overall social ... :

4 The federal government is facing a harder time obtaining resources to fund social

5 Toyota is seen by many as the automaker most successful in creating an image of
environmental sensitivity and social

Match these expressions from C opposite with the newspaper headlines.

a worker representation ¢ health and safety record
b child labour d sweatshop labour

! Underage children found working in clothing factory |

s e ——— —

PLANT’S UNION REPRESENTATIVES SACKED k

e e e S e O

Workers get 20 US cents an hour for 12-hour day in grim conditions |

N —— — e SN

Factory accidents ‘30 per cent above national average’ 1

e

Over to You ‘t

Find out about social responsibility issues in a company that you are interested in.

Business Vocabulary in Use Advanced 107



50
T

108

Green issues

Environmental damage

For 40 years, governments in many developed
countries have imposed stringent — strict —
environmental regulation to combat
environmental pollution — damage to the land,
sea, etc. caused by industry. For example,
companies should not pollute the air with
toxic emissions from chimneys or with
effluent — toxic liquids that they discharge into
rivers or the sea. They should dispose of waste
in acceptable ways.

Critics who say that manufacturing is often moved to countries with less strict regulations
complain that pollution is being exported.

Nuclear power plants are required to monitor levels of radioactivity — a form of energy that can
harm humans, animals, etc. — but critics say that even minimum levels of radioactivity are
unacceptable. And some pollutants are carcinogenic — they cause cancer. The nuclear energy
debate has now been reactivated in the context of climate change. Supporters of nuclear power
say that it can help to combat global warming.

Eco-friendly products

Deep-sea fishing has to be done in a way that maintains fish stocks and avoids overfishing.
Agricultural products should be produced in ways that can be continued and that avoid
overfarming.

Ideally, those engaged in logging that causes deforestation should have an incentive to maintain
future timber stocks through reafforestation.

Another aspect of sustainability is renewable resources, including alternative energy sources such
as wind power, solar power from the sun and tidal power from the natural rises and falls in sea
level. These are together known as renewables.

These are some of the environmental or green issues that governments and companies are facing.
Companies may say that their products and activities are eco-friendly. (Eco- is used in many
other combinations to refer to the environment.)

All this is part of the idea that businesses should be run in ways that are sustainable — in ways
that maintain the resources that they rely on. Companies may say, for example, that their
products come from sustainable forests or their seafood from sustainable fishing methods.

Some companies produce reports on these issues that give a more favourable impression than is
justified by the facts. This is called greenwash by critics.

Brk: reafforestation

For more on sustainability, see Unit 59. AmE: reforestation

Recycling

Products should be made of materials that are recyclable - reusable in new products. The
European Union, for example, has regulations about the proportion or percentage content of
products and packaging that must be reused and recycled. Household and industrial waste
should also be recycled. Some companies, for example, are recycling their products by reusing
parts in new products (see Unit 30). All this is part of the wider picture of corporate social
responsibility (see Unit 48).

Business Vocabulary in Use Advanced




50.1

50.2

50.3

Complete the table with words from A, B and C opposite.

o o i

carcinogen =

discharge =

disposal | . (of) | -

environment -

). S . iy polluting

recycling

Use correct forms from the table in 50.1 above to complete the sentences.

1 Environmental requirements will force the county to remove ... — from waste
water that is discharged into the Santa Cruz River.

2 Of the 186 million empty water bottles that are thrown away each year, 61 million bottles
AEE e s

3 The EUs Electromc Equlpmem Directive makes manufacturers responsible for the collection
andos e . of electronic products.

4 The introduction of stringent rules and heavy fines has led to less waste being
............................................ into the sea.

5 The Food and Drug Administration continues to find tracesof ... chemicals in
imported fish.

Complete these extracts with appropriate forms of expressions from B and C opposite.
: lllepal i e -around the world robs US companies of $460 million a g
year in lost sales, accordmg to a srudy by the American Forest & Paper Association. |'

i

Haiti has begun importing wood directly from Delaware because extreme ..
has eliminated 95 per cent of its trees.

e —

......................................... in deep waters is putting at risk the least sustainable
of all fish stocks ~ their numbers are declining rapldly

R e - N

The Chinese government has set itself the target of producing 16 per cent |
of energy needs from ... resources by 2020.

Critics call theads ..................c............., 2 thin attempt to make i

companies’ activities more eco-conscious than they are.

.

e’

Over 4o Yyou

What steps have been taken in your area to help the environment? What else should be done?
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Climate change

Global warming

Since the beginning of the industrial revolution about 250 years ago, emissions from the burning
of fossil fuels such as oil and coal have led to increasing amounts of carbon dioxide and other
greenhouse gases in the atmosphere. This greenhouse effect has led to global warming — an
increase in temperatures around the world. Experts predict serious consequences if this
continues, with, among other things, storms and rising sea levels causing floods, and droughts -
periods of low or no rainfall. This in turn will lead to severe effects on infrastructure — transport,
communication, etc. — with large numbers of people forced to move away from affected areas.

Carbon management

Individuals and companies are increasingly aware of their carbon footprint — the amount of
carbon dioxide that their activities produce — and take measures to reduce it. Governments talk
about the need to reduce carbon levels and have signed climate treaties — international
agreements — that oblige countries to take measures to reduce the amount of carbon that they
emit. The first of these was the Kyoto protocol of 1997, designed to put the United Nations
climate change convention into effect. Change has been slow, however, and in 2007 the UN
Intergovernmental Panel on Climate Change forecast that by 2100 global temperatures would
increase by between about 3 and 7 degrees Celsius.

Carbon trading

The maximum amount of carbon that a company is allowed to produce is capped — limited to a
particular level. With carbon trading, a company can emit more than this by buying carbon
credits from another company that emits less than the permitted amount. These credits can be
traded — bought and sold.

With carbon offsets, the carbon dioxide produced by a company’s activities or products can be
offset — compensated for elsewhere. For example, a car company can arrange for trees to be
planted to absorb the equivalent amount of carbon that its cars produce. If by doing this the
amount of carbon produced does not increase, the company can claim that its activities are
carbon-neutral.

Carbon capture

Some scientists say that the above measures will not be enough to reverse climate change. They
say that the greenhouse gases already in the atmosphere need to be removed from it, for example
by capturing it and storing it underground. This is carbon capture or carbon sequestration.
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51.3

Complete the article, using expressions from A opposite. Use some expressions more than once.

NATIONS MUST ‘ACT NOW' ON CLIMATE CHANGE

Countries must begin adapting to the
effects of climate change as a matter
of urgency or face serious effects from
(1) STE v, @ leading
industry group warned on Thursday. Water
and sewage infrastructure, the electricity
network and transport were all at risk from
theeHectsSobl2). ..o
gases, Including droughts, floods and
severe (3) ... , said
the Institution of Mechanical Engineers,
an international body for the engineering
industry. It urged governments around

of adaptation in developed countries,
out of concern that it would be seen as
a fallback option that would remove the
need for them to cut greenhouse gas
(B min e . But they
have supported allocating funds from
rich countries to the developing world
in order to help poor countries to adapt
to climate change, which they otherwise
would not have the funds to do.

(G)SEm L T that is in
use today is likely still to be in use
many decades from now, the IMechE

the world to face up to the challenge of pointed out, and so it is important
adapting to the effects of climate change, for  companies developing such
rather than putting all their efforts into (7). today to

cutting (4) ... RN L= T W :
Environmental have been
reluctant in the past to support the cause

build the probable effects of climate
change into their plans.

pa—

E e

Relate the underlined words to nouns in B, C and D opposite.

1 P'm trying to reduce mine by taking the train more and flying less.

2 They are already much higher than predicted ten years ago.

3 Critics say that these agreements are useless while coal is still being used as a fuel.

4 This is very expensive, but removing carbon from the atmosphere can be done.
(2 expressions)

5 It needed to be replaced by a stricter agreement, limiting emissions even further.

6 Land Rover has a scheme for these, whereby the emissions during a car’s first 40,000 miles
are compensated for by projects reducing the use of burning wood as fuel in East Africa.

7 Companies can trade these so that some companies emit more carbon dioxide and some less,
but the overall level is the same.

Use appropriate forms of verbs from B, C and D opposite to complete these sentences.

1 Engineers are now able to ... carbon dioxide and store it underground.

2 Companiescan ... their emissions by commissioning activities that reduce
carbon emissions elsewhere.

3 Carbon diokide éan Be ..o from the atmosphere by plants.

4 Governments can legally limit the amount of carbon a company can ... by

re between companies.

Over to You

What steps have you taken, or might you take, to reduce your carbon footprint?
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Corporate governance

Board organization

Corporate governance is the way a company is
organized and managed at the highest level. This
can have a critical influence on the company’s
performance.

A company’s board of directors or corporate board
includes the following board members:

® cxecutive directors, the chief executive officer
(CEO) and other senior managers such as
the finance director.

@ non-executive directors, non-execs or
independent board members — outsiders with
relevant management experience who are invited to sit on the board, bringing their
expertise and an external view. Large investors in a company like pension funds may also
have seats on the board so that they can influence how the company is run.

In some countries such as Germany, there are two boards. Above the management board is a
more senior supervisory board, some of whose members are not shareholders. These boards are
a company’s governance bodies.

Commentators talk about the quality of a company’s stewardship — the way that it is guided,
managed and protected.

In the banking crisis of 2007-9, there were complaints that banks’ board members had not been
active enough in questioning the actions of banks’ CEOs, actions that led to the collapse of their
institutions.

Separation of roles

Another key issue in corporate governance is whether the most senior job in a company should
be split into two or not. Should the roles of chairman or chairwoman and chief executive officer
be held by one person, or should there be a separation of roles?

Some people say that these two functions should be separated in order to avoid concentrating
too much power in one person’s hands. Supporters of combining the two roles, however, say that
this gives the company stronger leadership.

Rewards for success (and failure)

Executive pay — or, more formally, executive remuneration or compensation — is becoming an
increasingly sensitive issue. Top executives are rewarded for success in the form of high salaries
and share options (BrE) or stock options (AmE) — the chance to buy shares in the company
cheaply. Executives say in their defence that share options are one of the incentives that can
make them perform better. Company boards may appoint a remuneration committee to make
decisions in this area. Remuneration consultants are brought in to advise on remuneration
packages for senior managers.

Executives may also be seen as being ‘rewarded’ for failure, with high payouts or payoffs when
they leave the company following poor performance.

And there is increasing anger about the senior managers of banks receiving bonuses — extra
payments — when their institutions have had to be bailed out — rescued — by governments.

Following the banking crisis of 2007-9, senior bankers especially have been described,
informally, as fat cats, implying that they do not deserve their continued high salaries and
bonuses following the damage they have done to the institutions that they lead.
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52.2

52.3

Complete the sentences with appropriate forms of expressions from A and B opposite.

1 Usder FerryiSemels . vepg ve i mrs 00 ,Yahoo increased its revenue ninefold and
more than tripled the number of employees to 12,000.

2 It’s obligatory for corporations in Germany to separate ... into a,
more senior, e DOATd (Aufsichtsrat) and a
=, S _ a1 board (Vorstand), with the requirement that a third of the
membersof the ... are not shareholders.

3 The reform of the corporate ... L A - has three aims: the emphasis on

....................... ; (non-executive directors); the focus on evaluating the activity of

all board members; and the drive to separate the functions of chairman and CEO.

Complete the table with words from C opposite.

remunerate
compensate
reward
incentivize
pay out
pay off
bailout

Now replace the underlined expressions in the sentences with appropriate forms of expressions

from the table in 52.2 above.

1 In these, such as the ones in 2008, governments have to lend vast amounts of money to the

banks to prevent them from collapsing.

2 The average CEO in the US is now paid 500 times more than the average employee, so this is

very controversial. (2 expressions)

3 Everyone agrees that executives should have these as motivation to produce good results, but

when they are given bonuses just for average performance, there is anger.
4 There is also anger when executives leave their organizations following poor performance,
but they receive huge ones even so. (2 expressions)

Over 4o you ‘h»

What are the governance bodies of your company or one that you would like to work for?
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Ethical investment

Activist shareholders

The biggest shareholders in many companies are institutional investors such as investment funds
— funds that group together the money of many different investors. There has been criticism that
institutional investors are not active enough in the companies that they invest in — for example,
when they do not vote at shareholders’ meetings.

And in the banking crisis of 2007-9, there was criticism that shareholders had not challenged
the decisions being made by the banks’ executives. Critics say that good corporate governance
(see Unit 52) requires activist shareholders who take a more active role in the way that the
companies that they invest in are run.

Controversial products
George Unwin is a fund manager for an ethical investment fund:

‘People and organizations who put their money into our fund want us to invest it in ethical
ways. We want to avoid companies that have a bad record on social and environmental issues.
‘We particularly want to avoid certain sectors: tobacco, arms manufacturers, nuclear power or
uranium producers. So we put our clients’ money into funds that do not invest in

these activities.

‘In selecting companies to invest in, we look closely at how they are managed. We are particularly
interested in issues of corporate governance. We believe that well-managed companies are more
profitable to invest in. As ever, transparency and accountability (see Unit 48) are key.

Socially responsible investment

There is more and more relevant information about ethically run companies that people can put
their money into. In the UK, FTSE4Good is an index of ethically managed companies. In the US,
there are the Dow Jones Sustainability indexes:

® D]JSI World - containing the shares of 300 companies from 23 countries that lead their
industries in terms of sustainability

® D]JSI Stoxx — 180 companies from 14 European countries

Sustainability is the idea that businesses should be run not for short-term profit, but in a way
that takes account of the long-term interests of society and the environment. (For more on this,
see Units 50 and 59.) DJSI defines corporate sustainability in these terms:

a ‘Strategy: integrating long-term economic, environmental and social aspects in their business
strategies while maintaining global competitiveness and brand reputation.

b Financial: meeting shareholders’ demands for sound financial returns, long-term economic
growth, open communication and transparent financial accounting.

¢ Customer and Product: fostering loyalty by investing in customer-relationship management,
and product and service innovation that focuses on technologies and systems, which use
financial, natural and social resources in an efficient, effective and economic manner over the
long term.

d Governance and Stakeholder: setting the highest standards of corporate governance and
stakeholder engagement, including corporate codes of conduct and public reporting.

e Human: managing human resources to maintain workforce capabilities and employee
satisfaction through best-in-class organizational learning and knowledge-management
practices and remuneration and benefit programs.’

The FTSE4Good and DJSI indexes give the overall value of the share prices of the ethical firms,
and we can compare the performance of individual firms against them.

This is part of the movement towards socially responsible investment (SRI).
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53.4

Look at A and B opposite. What are these things examples of?

1 A company that gives full derails of its directors’ pay, benefits and pension arrangements,
giving information in its annual report beyond what is required by law.

2 A fund that promises not to invest in companies that make weapons.

3 An oil company that says it will take full responsibility for the environmental consequences
of its production activities.

4 Pension funds and insurance companies that invest on the stock market and elsewhere.

5 A company that has a board structure that follows best practice in this area.

6 People who own shares in a company and want to prevent the company operating in a
country whose government they disapprove of.

Complete the table with words from B and C opposite.

Noun Adjective Adverb
ethics ethically
transparent transparently

accountable -

sustainable sustainably

Now complete the sentences with appropriate expressions from 53.2 above.

1 Does the chief financial officer provide ... . real-time information for internal
decision-making and for governance purposes?

2 The present-day idea that the corporationis ... . . to outside shareholders was
unknown in the nineteenth century.

3 Asda has committed itself to supplying only ... caught fish.

4 Sales managers may influence salespersons to behave more or less ... toward their
clients.

5 Shell views opennessand ... .. ... as an essential part of the long-term energy solution
for the global business environment.

6 Toyota mapped out the company’s strategy for ...... v growth in the 21st century. It

included balancing the needs of people, society, the economy and the global environment.

Match what these executives say (1-5) with the points (a—) in C opposite.
1 A4

We have taken steps to evaluate the (We follow all the latest recommendations
effectiveness of our employee training on structuring our board of directors in
programme. ) L the most responsible and effective way.

2 2 ¥ & :
With the latest software, we can Our profits and growth exceed our
anticipate what our customers are going kcompetitors’ performance.

to require from us six months from now. )

We really have to take account of the
long-term environmental impact of our
activities.

Over 4o you

‘The only responsibility of companies is to make a profit! What do you think?
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5Y/Y Globalization

Paths to prosperity

In terms of economic development, the world is
divided into:

the rich industrialized countries or advanced
economies of the West. (The West is taken to
include countries such as Japan and Australia.)

the developing countries or less-developed
countries (LDCs) at various stages of
industrialization — they are newly industrialized
countries (NICs). Some of these are middle-
income countries. And some, such as the Asian tigers — fast-growing economies in SE Asia
like Taiwan and Singapore — are reaching Western levels of wealth and prosperity. The
BRIC countries — Brazil, Russia, India, China — (see Unit 57) have also been quickly
increasing their income per head - the money earned and the wealth possessed by each
person,

countries with rural economies — based on agriculture — and very little industry, where
most people are very poor. These are sometimes referred to as the Third World.

People who want to emphasize the difference between the industrialized and the less-developed
countries of the world often refer to the North and the South.

B GoP and GNI

The prosperity of a country is measured in terms of GDP (Gross Domestic Product), which is the
value of its economic output — all the goods and services produced there in a year. GDP per
capita is the total output of a particular country divided by the number of people living there.

High national income can mean high living standards — high levels of wealth for people. This
depends on the income distribution of particular countries — the way that money is divided
among the people of a country.

Prosperity can also be measured in terms of GNI (Gross National Income). This includes money
coming into a country from investments abroad, minus money leaving the country to go to
investors from abroad. This is the new name for what used to be called GNP (Gross National
Product).

Globalizing trends

Globalization is the tendency for the global economy to function as one unit, with increasing
interdependence between different parts of the world — what happens in one place affects what
happens in another.

These are some of the factors that are driving globalization. Its supporters say that growth and
prosperity will continue to spread thanks to:

free movement of capital — money for investment can be easily moved around the world

trade liberalization or free trade — obstacles to international trade are gradually being
removed

shipping costs that are ever-declining thanks to the efficiency of containerization

telecommunications and computing costs that have fallen dramatically

But the credit crunch (see Unit 47) of 2007-9 strengthened criticism of globalization, with some
politicians wanting to protect particular companies from foreign competition, for example with
tariffs — taxes on imported goods. This is protectionism.
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Complete the crossword with the correct form of words from A and B opposite.

..E.il

m miw
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Across Down
2 Very poor countries considered together 1 and 5 Old name for GNI (5,8,7)
(5,5) 3 How money is divided between
4 Levels of material comfort: living ......... (9) people: income ... (12)
7 Where most activity happens outside towns: 6 Wealth (10)
.................. economies (5) 8 Abbreviation for gross national
9 Advanced economies are ... (14) product (3)
10 Poorer countries considered together: 11 Singapore, Taiwan and others: Asian
the ... (3) . (6)
14 All goods and services produced in a 12 Thc ‘L’ of LDC (4)
particular period (8,6) 13 Rich countries considered as a group:
16 Rich countries considered together, even if e il (35)
they are not all located there: the ... (4) 17 Abbreviation for gross national
18 and 15down ..o countries are income (3)

between the rich and the poor ones (6,6)

Match these sentences with expressions in C opposite.

1 The charge for transporting a whole container of goods across the Pacific can be as little
as $50.

2 The cost of a three-minute phone call from London to New York in 1930 was £200 in
today’s money. The same call costs much less than £1 today.

3 There are no taxes on goods traded within the European Union.

4 We can invest in many Asian countries and bring back our profits without penalty.

5 We should impose special taxes on foreign-made steel.

6 The US imports more than it exports, much of it from China, and China buys American debt.

Over 4o You '

Can the level of dwclopment of a country be measured by GDP alone? If not, what other
factors should be taken into account?
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Investment and debt

Direct investment

Foreign direct investment (FDI) is when companies put money into investment projects in other
countries. With free cross-border capital flows, they can repatriate their profits to their own
country, or withdraw their investment altogether.

There is debate about whether governments should try to limit capital flows — inflows and
outflows — with capital controls or whether they should follow the global trend towards
liberalization.

Some economists say that too much liberalization of capital flows leads to instability in a
country’s economy, with foreign exchange crises which lead to devaluation — its currency
becomes worth less in terms of others. For example, some say that China’s growth has benefited
from the fact that its currency is not freely convertible. This lack of convertibility prevents the
capital outflows that some other Asian economies have suffered from at various times.

Borrowing

The International Monetary Fund
(IMF) and the World Bank play an
important role in the development of
less-developed countries. A main
function of the World Bank is to lend
money to countries so that they can
obtain the conditions for economic
growth. For example, the World Bank
sponsors infrastructure projects —
road building, water supply systems,
etc. and projects in health, education
and agriculture.

But developing countries may build
up unsustainable levels of debt and
be unable to repay these debts. The IMF has debt reduction programmes for Heavily Indebted
Poor Countries (HIPCs) that will reduce the amount of money that they owe. The IMF also
contributes to work on the Millennium Development Goals — specific targets relating to poverty
reduction and the stimulation of growth in poorer countries.

An infrastructure project - ditch-digging

Word combinations with ‘debt’

Here are some frequent combinations with ‘debt’:

[ load / an amount of debt owed by a company, country, etc. seen as a

burden problem
service making repayments on a debt

et rescheduling when lenders agree for a debt to be repaid at a different time

ebt
restructuring when lenders agree for a debt to be repaid in a different way
. when lenders agree that debts do not have to be repaid in full, or
relief : s
can be repaid later than originally agreed

forgiveness when lenders agree that debts do not need to be repaid

Debt load is more frequent than debt burden, and debt

rescheduling is more frequent than debt restructuring.
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55.1 Complete the sentences with expressions from A opposite.

1 China remains the largest recipient of ... < among developing
economies. But after a decade when heavy ... from abroad were
credited with bringing the country out of poverty, that investment is levelling off.

Pl el were imposed as an obstacle to foreign investment in the country.

3 There hasbeena ............ =, SRS of the Liberian dollar since last year. One US
dollar used to be worth 35 Liberian dollars but is now worth 60 Liberian dollars.

4 Almost everywhere we see a lowering of barriers to the international transfer of capital,
goods, services, culture and information. The prevailing trend almost everywhere is towards

................................................................ in many
emerging markets.

55.2 Replace the underlined expressions below with expressions from B opposite.

1 It demands both economic growth and specific anti-poverty policies.

2 Ciritics say that the country’s social welfare policies will be impossible to continue if oil prices
fall.

3 Among the Brazilian government’s plans are a $2 billion plan to expand subway services in
the cities of Sdo Paulo, Rio de Janeiro and Brasilia.

4 The government has shifted the emphasis of policy from the control of inflation to making
the economy bigger.

5 Despite all the promises made by rich nations, these countries are still suffering under the
burden of unpayable debts.

6 When we worked on these objectives in the year 2000, clean water was one of the goals.

7 These institutions spread particular economic policies around the world, usually in exchange
for a badly needed loan, or a condition attached to a loan.

55.3 Match the two parts of these sentences containing expressions from C opposite.

1 Those with the heaviest debt a rescheduling agreement with its 225 creditor banks.
2 Maryland aims to keep debt b burden got the worst interest rates, sometimes more
3 The airline has said a successful than twice as high as other borrowers.

debt ¢ service to no more than 8 per cent of the state’s tax.
4 The company is negotiating a debt-  d restructuring would prevent it from going
5 Celebrities have taken up the bankrupt.

cause: Bono campaigns for debt e cards alone, peaked at around $40,000.
6 The couple’s debt load, on credit f relief and Angelina Jolie puts African hunger on

MTV.

Over 4o You

Should the debt of developing countries be completely forgiven? Why? [ Why not?

;
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Dismantling the barriers
Free trade areas or blocs such as
® the EEA (European Economic Area) —

containing the European Union plus
some other countries

® NAFTA (North American Free Trade
Area) — Canada, US and Mexico

® GAFTA (Greater Arab Free Trade Area)

® Mercosur - a grouping of South
American countries

have dismantled — abolished — trade barriers between their member countries, or moved towards
dismantling them. These barriers include:

® tariffs — taxes on imported goods
® quotas — limits on the number of goods that can be imported

Supporters of free trade believe that there is increased prosperity for all if goods and services can
be freely bought and sold all around the world. The World Trade Organization (WTO) is
working to remove or dismantle trade barriers and to resolve trade disputes — disagreements
about trade.

However, countries of the North have yet to open up their markets fully to agricultural goods
from the South. WTO negotiations are permanently ongoing. The latest stage of negotiations is
referred to as the Doha round, after the Gulf city in Qatar where they began in 2001.

Protected industries

American steel executives complain that they have higher costs than many other steel-producing
countries and that they can’t compete with their prices. They say that some countries are
dumping their steel — selling it for less than it costs to produce. So they asked the government to
impose tariffs on imported steel.

But steel producers in other countries feel that the US is engaging in unfair trade practices; from
their point of view it’s protectionism. They say that they believe in free trade, and that they
should be allowed to compete in an open world market for steel.

And even within free trade areas, during the economic crisis of 2007-9 there have been calls by
some politicians for companies to repatriate production to their home countries in order to
qualify for financial assistance from the government.

Fair trade
Claire Longdon is a consumer in Britain:

‘I believe in fair trade. When I buy products, especially commodities
like coffee or bananas, I look for the fairtrade mark. The Fairtrade
organization makes sure that producers and growers, often
smallholders — small farmers — are paid a fair price, not just the
market price, which can be catastrophically low. Producers are
encouraged to form co-operatives — organizations jointly owned by
them — in order to sell their product without going through the usual
middlemen — wholesalers.

‘Prices can fall dramatically when there is overproduction around the world, causing a glut in a
particular commodity, but Fairtrade guarantees prices paid to producers.
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56.1

1 US and EU business leaders now need to focus on removing ...
between the two blocs rather than aim to create a single

2

3 The BRIC economies have been growing and

He said raising prices by increasing

Complete the sentences with appropriate forms of expressions from A and B opposite.

area.
............. on ]apamse luxury cars

would give Detroit’s Big Three automakers an excuse to increase their own luxury car prices.

offer many new opportunities.

<. their markets. They

4 The European Union warned that South Korea should open up its car market, accusing the

5 If the Commerce Depan:ment rules that Mexico is

country of

tomatoes, consumers can expect higher tomato prices because the US will impose
............. on them, limiting the numbers that can be imported.

56.2 Look at C opposite. Then read the article and decide if the statements below are true or false.

R W N =

Smallholders farm a route out of poverty

Smallholders are too often overlooked by companies
and policymakers alike, but they could hold the key
to helping solve the food crisis and tackling poverty.
Just 15 years ago, Rwanda was utterly devastated.
They are now rebuilding their economy, with organized
smallholders at its heart. Just 15 years ago, Maraba
village was one of the country’s poorest; their low-
quality coffee was sold straight off the bushes to
passing middlemen.

Today, the Maraba farmers have organized
themselves into a Fairtrade-certified cooperative, have
four washing stations (the first stage in processing
coffee), have trained the first generation of cuppers, or
tasters, who are constantly improving quality, and are
commanding record premiums for their prize-winning
beans. They are roasting and selling their coffee all
over Rwanda as well as exporting it through Union
Handroasted to UK shop shelves.

These are the most innovative farmers | have ever
met - constantly researching new ways to improve

productivity, such as making organic compost, or to
add value, such as roasting at a village level, using
traditional techniques. And they have sparked an
economic revival that sees Maraba now among the
more prosperous villages in Rwanda, as evidenced by
the bustling bank and choice of hairdressing salons,
while the farmers are now building and running a
nursery school.

It is an economic revival that, with the right support,
smallholders could lead worldwide. Some 450
million smallholder farming households cultivate two
hectares or less, and with their families they make
up a third of all humanity. Increasing their incomes
will therefore be vital to improving the incomes of the
poor. Indeed, because smallholders tend to spend
more income on local goods and services, they could
be the impetus that stimulates virtuous economic
circles in local economies.

o

Rwandan smallholders have only recently started growing coffee.

They have started selling their produce abroad as well as across Rwanda.

They have improved the quality of what they grow.

They have not always been prosperous in relation to others in Rwanda, but now they are.
Smallholders around the world, and their families, represent one-third of everyone alive

today.

Over 4o Yyou -

Do you / Would you buy Fairtiade products? Why? /| Why not?
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The BRIC economies

Emerging economies

The BRIC economies — Brazil, Russia, India and China — are the world’s largest emerging
economies. Between 2002 and 2007, annual GDP growth averaged 10.4 per cent in China, 7.9
per cent in India, 6.9 per cent in Russia and 3.7 per cent in Brazil. They have fast growth, strong
economic foundations, with large trade surpluses — they export more than they import — and as a
result, healthy foreign currency reserves: $1,528 billion in China, $464 billion in Russia, $266
billion in India and $179 billion in Brazil. All this has made the BRIC countries into those with
the most economic potential. By 2041, the combined BRIC economies are expected to be bigger
than those of Germany, France, Italy, Japan, the UK and the US put together.

Similarities

The term BRIC was used for the first time in a Goldman Sachs report in 2001. The report said
that in BRIC nations, the number of people with an annual income of over $3,000 would reach
800 million people by 2013. It predicted a big rise in the size of the middle class in these
countries, and it calculated that the number of people in BRIC nations earning over $15,000

may reach over 200 million, thus showing a big increase in demand not only for basic goods but
for higher-priced goods as well.

According to the report, first China and then a decade later India will begin to dominate the
world economy. Yet despite this growth, the average wealth level of individuals in the more
advanced economies will continue to exceed the BRIC economy average by a big margin;
Goldman Sachs estimated that by 2025 the GDP per capita or income per head in the six biggest
EU countries will exceed $35,000, but only about 500 million people in the BRIC economies
will have similar income levels, with many people there still very poor.

Differences

Some say that the term BRIC is misleading, because each of the four economies is different: for
example, see the table opposite for their widely varying GDP figures.

China and to a lesser extent India are manufacturing-based economies and big importers of raw
materials, but Brazil and Russia are big exporters of natural resources.

India’s new wealth is also based on offshoring of services, everything from call centres to medical
services (see Unit 31).

Russia’s wealth is mainly based on exports of hydrocarbons — oil and gas — with prices that
change very quickly; when prices go down, the Russian economy suffers. Brazil’s is largely based
on agricultural products even if it is also a manufacturer of hi-tech products such as aircraft.

In demographics — population — India and Brazil are growing, but China and Russia are getting
smaller because of declining birth rates and ageing populations, which will have long-term
consequences for economic growth. A smaller percentage of the population will be working,
supporting those who no longer work.

And the potential of the Next Eleven (N-11) countries identified by Goldman should not be
ignored. These are at differing stages of economic development: least developed country
(Bangladesh), developing countries (Egypt, Indonesia, Iran, Nigeria, Pakistan, Vietnam), newly
industrialized countries or NICs (Mexico, Philippines, Turkey) and developed country

(South Korea).

The criteria for selection were: their economic stability — lack of sudden changes; political
maturity — efficient government; openness of trade and investment policies — i.e. lack of
protectionism; and the quality of education.
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57.1 Use information from A, B and C opposite to complete the table.

Brazil Russia India China
GDP $1,845bn $2,089bn $3,094bn $7,245bn
GDP growth 2005-7

Foreign currency reserves

Main sources of wealth

Average age of population:
getting older or younger?

57.2  Complete the definitions with these expressions from A and B opposite.

basic goods GDP trade surplus
foreign currency reserves middle class wealth level
Dt s ~.........are the necessary commodities and food that people need.
2 A country hasa .. e I when it sells more products abroad than it
imports.
3 A countrys v e e <. s the value of all the goods and services produced
there.
e is the part of society whose members are well-educated, and
who usually have office jobs and a reasonable level of disposable income.
T e I A el e are the amounts of other countries” money that a particular
country possesses, for example as a result of international trade.
6 The .o < of 2 particular economy is how much money people have on

average in comparison to those in other countries.

57.3 Look at C opposite and answer the questions.

1 Why is Russia’s economy so exposed?

2 Why are China and India on the one hand, and Russia and Brazil on the other, different in
their sources of wealth?

3 Why is an ageing population important to consider when making economic forecasts?

4 Which groups are the N-11 countries divided into? How many are there in each group?

5 Which of these criteria for economic success are not mentioned: functioning government;
plentiful raw materials; resistance to protectionism; quality of schooling?

Over to you '.

Make an economic forecast for a country that you know, based on the criteria in this unit.
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124

Humanitarian aid

When there are extreme situations, aid
agencies such as Oxfam or Médecins sans
Fronti¢res play an important role. These
situations include: war; natural disasters
such as earthquakes, floods, epidemics —
widespread disease; and famine — when
people do not have enough to eat, for
example following crop failure, when
crops are not produced as usual.
Emergency relief is provided in the form f-;g
of supplies, medical assistance, and so on. e =4
This is part of humanitarian aid.

Aid agencies are NGOs (non-government organizations) even if in some cases they are totally or
partially funded by governments.

Development aid

Aid agencies also contribute to economic development through specific development projects.
These projects may use intermediate technology — equipment and machinery suited to local
conditions that local people can operate and maintain.

Some of these projects are designed to improve infrastructure — a country’s water supplies,
roads, etc.

Some provide seed money for small businesses — the money they need to start up — until they
become viable and able to develop by themselves.

This is development aid, referred to technically as official development assistance (ODA).

The aims of aid

Development aid often also comes from donor countries. Some countries are more generous than
others, giving a higher proportion of their national wealth. The places to which aid is sent and
the uses to which it is put are influenced by pressure groups such as the NGOs mentioned above.

Governments receiving aid are recipients. Some donors give tied aid — they require the recipients
to use the money to purchase equipment, etc. from them.

Many would say that the purpose of aid is poverty reduction. But there is a lot of discussion
about how this can be achieved. Some experts say that the best use of aid is to invest in projects
that contribute to economic development.
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58.1 Complete the sentences with expressions from A and B opposite.

1 International ... R e . have promised about $600 million to help Afghans
survive the winter.

2 Any opportunity to prepare for the effects of extreme changes in climate can help
nations prevent heavy rains from becoming floods, a drought from becoming
B , and an outbreak of disease from becoming an

4 Emergency ... v ALl £OO Often arrives in the wrong quantity at the
wrong time, flooding in when no adequate channels exist to allocate it.

5 The squadron has a mission to provide . ... LS aid in developing nations,
as well as help with disaster relief.

6 Trickle Up is an organization that provides . ... _to people in
developing nations who want to start small businesses.

TeNatoralloe o i oo L , such as the cyclone and flooding that hit Bangladesh

recently, wiped out many people’s stocks of food.

58.2 Match the newspaper headlines (1-7) with a word or expression from B or C opposite.

T New online tracking system in Ethiopia : Use of clockwork radios i
links coffee makers to markets revolutionizes life in
. - " remote villages E
2 Sri Lankan women’s group to start
textile factory thanks to long-term loan - Madagascar’s economy

expanding at 6 per cent per
3 year
Hundreds of protestors call _

for the cancelling of Third
World debt Mobile phone use in Latin America
= e doubles in three years

Angola to receive cash
from Italy to develop
telecommunications, using

Italian contractors

Over 4o Yyou

Can a country exist on humanitarian aid alone? Why? | Why not?
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1) Sustainable development

Sustainability

!

126

Sustainability is the idea that the economy should be organized in ways that can be continued
without causing irreversible environmental damage, depletion of natural resources, etc. Businesses
should be run not for short-term profit, but in a way that rakes account of the long-term
interests of society and the environment, for example by not contributing to factors that cause
climate change.

Developing countries are trying to attain the living standards of the industrialized world. Some
experts warn that, in addition to the dangers of global warming, the world’s natural resources
are not sufficient for such large-scale economic development there.

Others argue that renewable, non-polluting energy sources such as wind power, solar power and
tidal power will allow further economic growth without causing damage to the environment (see
Unit 50). Some argue that nuclear energy will have a major role to play.

These are some of the issues surrounding sustainable development in the global economy.

New technologies

Firms are reducing their carbon footprint (see Unit 51), but they are also looking at new
technologies — methods — to reduce their environmental impact — the effect they have on the
environment — in other ways. They are looking at ways of reducing and even eliminating entirely
the waste that they produce. Today, there is debate about the relative merits of recycling and
incineration — burning — of waste to produce energy in incinerators.

The triple bottom line

SustainAbility*, a consultancy, says that the triple bottom line (TBL) makes corporations
concentrate not just on the economic value they add, but also on the environmental and social
value they both add and destroy. The TBL is used to sum up the values, issues and processes that
companies must pay attention to in order to minimize any harm resulting from their activities
and to create economic, social and environmental value. The three lines represent society, the
economy and the environment. Society depends on the economy and the economy depends on
the global ecosystem, whose health represents the ultimate bottom line.

*www.sustainability.com
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59.1

with more than one issue.

Match these issues from A and C opposite with the newspaper headlines. Match some headlines

[depletion of natural resources

environmental damage

nuclear energy
renewable energy

sustainability
triple bottom line

Books and newspapers |
‘do not deplete forests” |

1 N-plant in radioactive leak scare } 4
2 SAHARA SOLAR PANEL PLAN HOPES i
3 Firm in all-round assessment

of its activities 6

New coalfired power station |
opens every week l

| §

Chemicals from plant found in river

e

59.2 Look at B opposite. Then read the article and complete the table below.

JAPAN’S NO-

WASTE APPROACH
At Toyota’s Tsutsumi assembly plant
in Nagoya, Japan's answer to Detroit,
evidence of a more environmentally
sensitive car industry is on display before
you even walk through a door. What was
once a vast, gray expanse of industrial
might has come to life — literally. Large
trees — 50,000 were planted in May
— dot the visitor parking lot to offer a
soothing greeting, Insulating vines wend
their way up the outside of an employee
locker building. Some 22,000 square
meters of exterior walls are coated with
photocatalytic paint that, Toyota says,
mirrors the ability of 2,000 poplar trees

to absorb nitrous oxide and process
oxygen.

The roof of the visitor center is a
mat of grass, designed to reduce waves
of heat by 3 degrees C. Solar lights dot
the streets and 800-kilowatt solar panels
blanket the tops of buildings. Even the
red roadside flowers were genetically
engineered to absorb noxious emissions.

Behind Tsutsumi’s facelift lies one of
the globe’s most visible bids to lighten
the automobile’s carbon footprint: the
Prius. Hundreds roll off gleaming Line
No. 2 here every day.

With the hybrid vehicle an
Earth-friendly icon from Tokyo to
Hollywood. Toyota decided it was
important to have its back story maich

up. “Cars are a burden to the
environment, but the hybrid helps,”
says Osamu Terada, leader of the
sustainable plant initiative. “The plant
is also important — we don’t want
manufacturing to cause a further
burden.”

Like the Prius, the Tsutsumi factory
now relies on hybrid power, drawing 50
per cent of its electricity from solar panels
and 50 per cent from capturing waste
heat generated within the plant. The
facility has reduced its carbon-dioxide
emissions to half what they were in
1990, despite an increase in production.
It eliminated production of landfill waste
in 1999 and dispensed with incinerated
waste in March 2008.

P = e T o

Initiative

trees in car park

Details including number (where stated) and benefit
50,000 - nice greeting for visitors

vines

paint

roof grass

solar lights and panels

roadside flowers

waste heat

landfill and incinerated waste

Over 4o You

n

Are you optimistic or pessimistic about the capacity of the planet for future growth?
Will the types of sustainable environmental practices described in the article in 59.2 above

become widespread? Give your reasons.
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m Intercultural teams

Cultural issues

128

Culture is the ‘way we do things round here’. ‘Here’ might mean a country, an area, a social class
or an organization such as a company or school. It includes values — things that people think are
important — and beliefs — things that people believe in. Cultural differences can arise when people
from different cultures work together or do business together, for example in these areas:

a Hierarchy What is the distance between managers and the people who work for them, and
how is this shown?

b Roles of men and women Are women often found at the highest levels of business and
society? Are there jobs that are traditionally done by each gender? Is there a glass ceiling — a
level of seniority in organizations beyond which women rarely go?

¢ Conversation and discussion What is the system of deference — showing respect — in
communicating with more senior colleagues? How do people behave in different settings —
formal, informal, social situations, etc.? What is their attitude to turn-taking — interrupting
other people or letting them finish? How tolerant are they of silence? What is their attitude to
proximity — how close people stand together? What kind of gestures and body language do
they use? How much contact — handshakes, kissing — is there?

d Attitudes to tasks Are people task-oriented — focusing on the task at hand? Or are they
relationship-oriented — focusing on the people that they are working with?.

e Attitudes to time — planning, punctuality, the working day/week/year, meals and breaks, leisure
time — weekends, holidays, etc.

f Relation of work and private life What forms of hospitality are shown to customers/clients?
Do businesspeople invite colleagues and contacts to their homes, or is everything done in the
office, restaurants, etc?

International teams

A global car company has brought together some of its best engineers for a year at its research
centre in Germany to work on a project developing a new electric car. Some are native English
speakers, others not. Different cultures can have different interpretations of the same behaviour.

Positive interpretations Negative interpretations

Adnan always refers to head office | follows procedures not independent,
before making a decision. bureaucratic, rigid
Nadine calls the team leader ‘sir’. | deferential, respectful of | kowtows to authority — is

seniority too respectful of it
Carlos speaks English in a very understandable by non- unnatural, pompous — too
formal way. native speakers formal
Susannah is always doing two multitasker doesn’t concentrate, easily
things at once. distracted
Sergei always leaves by 6 pm. good work-life balance lazy
Mia spends a lot of time at the sociable, congenial time-waster, over-familiar —
coffee machine chatting. too friendly
Lee always says exactly what direct, sincere, efficient tactless, rude, acerbic — very
he thinks. critical in a cruel way
Gina doesn’t always follow flexible, proactive improviser, undisciplined,
procedures. disorganized
Pekka doesn’t say much about modest, doesn’t boast uncommunicative
what he’s working on.
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Match the points and subpoints in A opposite (a—f) with the organization described below.
The first one has been done as an example.

1 When a senior manager is talking, junior colleagues do not interrupt. ¢ - deference, turn-taking
2 Managers and employees all have lunch in the same restaurant.

3 Clients are invited to karaoke bars until one or two in the morning.

4 Meetings always start and finish on time.

5 People are judged on their ability to get the task done.

6 Women rarely join the board of directors.

7 Changes in the company’s activities are usually planned two years ahead.

8 When someone wants to underline a point in a meeting, they might bang on the table.

9 The office closes in August and everyone goes on holiday.

60.2 Look at A and B opposite. Then read the two articles and answer the questions.

A major international oil company decided to merge its Belgian and Dutch operations
into a single entity, based in Antwerp, Belgium. However, the Belgian and Dutch
employees of the new company found it difficult to cooperate and, more seriously still,
there were signs of poor communication, lack of trust and even discord among the two
nationalities at the management level. The Belgians felt they had been taken over by
the Dutch; they regarded their Dutch colleagues as often pompous and rude, and not
taking enough account of the need to do things in Belgium the Belgian way. The Dutch
on the other hand found the Belgians bureaucratic; they always seemed to want to
check with the hierarchy before making decisions; at the same time, they seemed to be
always improvising.

1 What did the oil company decide to do?

2 Why would you imagine that this would not be a problem? (This is not specifically
mentioned.)

3 Which issues from A and characteristics from B are mentioned in the article?

In one multinational team, some of the greatest difficulties between team members had 1 l

everything to do with individual personality differences and very little to do with culture. It came | |

as a great relief to the team to recognize that "unpleasant” characters exist in all cultures. Much !

of the tension generated by some individuals on the team was a result of their acerbic personal

style. However, the team were almost unconsciously trying to tolerate unacceptable behaviour

because they assumed it was culturally driven. Once the team realized that cultural difference is

not an excuse for misbehaving or being inflexible it was as if a great weight had been removed

from their collective shoulders.

4 What type of individual is the article about?
5 Are problems in international teams always related to cultural differences?
6 What was the outcome of knowing the answer to this question?

Over 4o You

Select three particular types of behaviour in the left column in B opposite. How would they
be perceived in your organization?
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Intercultural meetings

Meeting preparation

Just after they arrived in Germany, the team (see Unit 60) were to have their first formal meeting
chaired by the team leader, Louise, an American engineer. Before the meeting, she made these

personal notes on the agenda.

1l Establish ground rules
¢ Make clear that everyone is expected to make a full

B

i iy R A e e, ) b e

m Cultural preparation

To understand more about how his American boss Louise might run the meeting, Carlos read

Team meeting - Outline agenda

' for meetings

contribution to discussion on an egual basis - no
passengers?
Avoid digressions in discussion - no getting off the point

Team working

Allocate roles and tasks® clearly.

e Between meetings, team members expected to work with
maximum autonomy’ and minimum day-to-day supervision®

* However, promise support where necessary. Encourage team

to know when they need to ask for support.
e Explain my open-door policy - team members can come in and

talk when door is open. If closed, not.
L ]

3 First stage of project

this article about business meetings in the US.

Running the meeting

Louise called - told everyone to come to — the meeting and said these things to various

g WY L

'agree the basic rules
7
“everyone works

3decide who will do
what

4indep(nﬂdcm:c

“being told what to do
all the time

When asked to describe meetings in the US, a word which Americans often use is aggressive.

This confrontational approach (where openly and directly debating all the relevant issues even at
the expense of personal relationships is valued), is very different to those cultures who always put
diplomacy and harmony at the heart of their approach to meetings.

Of course, many cultures mistakenly see this direct approach between colleagues as a sign of
bitter, personal dislike. In the US, it is seen as a positive step towards addressing whatever the vital
issues might be. Time-pressured, ambitious American business executives do not have time for the
vagueness, diplomacy and lack of focus which they perceive as typifying meeting situations in such
diverse cultures as the UK and Japan.

participants.

a

You’re being rude. Could you tone down your comments, please?

b You're getting off the point. We don’t need to hear about your living arrangements.

C

= =h > o

OK, now we have your detailed proposals, but we can’t see the wood for the trees — the

proposals are too derailed.
Please give me a yes or no answer.
OK Carlos, can we keep the humour for some other time?

Let’s keep the ball rolling here. We need to keep going. Please say what you have to say.

I know I'm the one in charge, but come out and say what you think!
I know it’s not on the agenda, but we need to discuss this now.
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61.1

61.2

61.3

61.4

Look at A opposite. Here are some more notes (a—f) that Louise makes relating to the meeting
agenda. Decide if each one refers to 1) Ground rules for meetings, or 2) Team working

a Team to be encouraged to socialize together once a week in the evening -

no going home straight after work that evening!
b People should come to meetings prepared, and with any information that will

be required.
¢ No ‘talking over’ each other - each participant should be allowed to finish.
d When working on tasks, don’t expect the team leader to provide all the answers.
e No making or receiving phone calls or text messages. '
f Team members to undergo three days’ cultural awareness training to avoid

future misunderstandings at work.

Complete the table with words from B opposite.

Noun Adjective

aggression

confrontation
diplomatic
focused
harmonious
vague

Now match the adjectives in 61.2 above with their meanings.

1 wanting to protect other people’s feelings 5 describing situations where there is
2 pleasant and friendly argument and disagreement
3 not wasting time 6 angry and hostile

4 not clear

Look at C opposite. Match the different types of behaviour observed by Carlos during the
meeting (1-8) with what the chair of the meeting said in reaction to each one (a-h).

1 5
has great respect for team leader and r came to the meeting with detailed
doesn’t say anything unless invited to | proposals - maype too detailed!

2 ; ;
keeps silent while others are talking and | 2 seems to think that meetings should be
waits several seconds before he responds l more like a social event — doesn't keep
B T e P __Ml- to ‘l:he, Pomb

3 doesn’t say no’ directly - | get the 7 = ? _ :
impression he thinks it's impolite ' m“*f_fm“d' not ‘FfUDng the agand@ i
i IR i

4

| made jokes, but not everyone laughed |

R S R

communicates in & very direct way, |
perhaps over—direct

B

Over to Yyou ‘t

Imagine that a visitor from the English-speaking world is coming to your country. Give some
tips on what to expect and how to behave in meetings.
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The right attitude

After six months on the design team in Germany,
Carlos started to look for work elsewhere. He
did this by networking — meeting people from the
same profession at conferences and other events,
including special networking events designed for
this purpose. He found some tips for events like
this, designed with a UK audience in mind.

a Be visible, proactive and friendly
b Not sure what to talk about?

¢ Create a dialogue

d Manage the business cards

e Follow up with people

f Be a resource

g Be adaptable

h Have fun!

Good etiquette

¥4 Intercultural networking

dialogue: BrE and AmE

dialog: AmE only

Now look at the some of the notes that Carlos made about the above tips in an international

context.

®* Proximity (see Unit 60), eye
contact, ete. - stand a reasonable
distance from pecple, but not too
far, and look them in the eye for
about half the time

¢ Deference (see Unit 60) / Forms of
address - show the right degree of
respect and don't be over-familiar.
Use first names only when invited to.

® Avoid difficult, controversial and
sensitive subjects, e.g. politics
and religion

Business cards

In many English-speaking countries, business cards are
treated rather casually. But in Asia, they are important.

When someone hands over their card, take it with

both hands, look at it carefully and treat it with care
and respect. Feel free to ask questions (within reason,
of course) about the information on it — it’s good to

show interest in this way, and it will help you to

understand the organization that the person works for.
Do not write or make notes on it. Store it in a specific
place. Hand over your card in return, also with both

hands; ensure that you always have a supply with you.

Business Vocabulary in Use Advanced

Treat business cards with respect

i

Communicate appropriately, at the
right time, etc. — don’t talk too
much, and don’'t digress and get off
the point. |

- = - ———

Be careful with humour - probably
better not to try to tell jokes at i
all with people you don’‘t know :

e, i




62.1

Match these items of advice (1-8) with the points (a-h) in A opposite.

1 Think about questions such as: “‘What makes you interested in ... 2, “What are you hoping to

get out of the meeting?” or ‘Do you know any of the other people here?’

2 Not everyone is a natural networker, but we can all learn how to make more meaningful
connections. Set a goal before each event that will keep you focused and interested, like
meeting three new people and learning one interesting thing. And above all, enjoy yourself!

3 Try different ways of staying in touch with the person (phone, email, postcard, lunch, etc).
Make sure that you have something specific to say, based on what you know about them.

4 Make the first move, in a friendly way. Expect to like people and to enjoy the event. If not,
people will sense it and will not connect with you!

5 Keep your business cards in one pocket and the cards you collect in another pocket. Develop
a system for keeping track of the people you want to follow up with (you can carry a pen to
make a quick note on the card, or just tear the corner).

6 Find out what other people value or need most. Put people in your network in touch with
each other. This creates a much stronger positive impression than trying to ‘sell’ yourself.
Offer to email an article or resource you have that may be helpful for them.

7 Don’t lecture. Make the goal in your conversations to connect rather than impress. Ask
questions and find out more about the other person. Remember, you need at least six
encounters before they remember you. Ask permission to stay in touch in a concrete way;
suggest a time to call or send an email.

8 Find out the other person’s communication or thinking style and adapt your own message
to it. If the person likes facts, don’t talk too much about abstract ideas; give them facts and
figures.

62.2  Carlos spoke to an older Chinese engineer, Wang Ya, at a networking event in Asia, and later

on the phone. Match what Carlos said (1-6) with the issues in B opposite.

1 ; =
We’re getting on to politics. 4 (Shall we move over there? The people ]>

Let’s not go there! next to us are getting too close.

Ah, Canton. I was there last year for B There was a Spaniard, an
a conference. And here’s my card. Italian and a Frenchman ...

3 6
ﬁhis is a good time to call? j [P]ease call me Carlos.)>

62.3  Look at C opposite. Were each of these actions at the networking event in Asia appropriate or

inappropriate?

1 When Wang Ya handed over his card and Carlos saw that he worked in Canton, he made a
comment about it.

2 Carlos then handed over his card with one hand.

3 Two other people were talking nearby. One handed over his card, and the other (following
the advice in 62.1, point 5 above) tore the corner as a reminder to make contact later.

4 The second person then handed over his card in return; the first person looked at it carefully
and put it in a special pocket in his briefcase.

s,

Over 4o you

Give six pieces of advice to someone going to a networking event or making contacts at a
trade show in your country.
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XY Business writing 1

Riku HENDERSON

Career goals
Looking for challenging, intellectually stimulating development work in
renewable energy. Would like to move into team management.

Skills
Enthusiastic self-starter — can work on projects with minimal supervision
Effective multitasker — good at prioritizing tasks and working on several at once

Experience of working with research teams from a wide range of cultures, with good awareness of cultural
issues — potential to become a team leader of international teams

Experience

1999-now Environmental research scientist, Exxon Inc, Torrance, California

Professional development

March 2008 Future managers development course — in-house training organized by Exxon
June 2006 One-week course in intercultural training at Lancaster Associates, UK
Qualifications

1998-1999 Master’s degree in Hydrocarbons, University of Vancouver, Canada
Dissertation: “Energy use in low-carbon economies”

1994-1997 Bachelor’s degree in Chemical Engineering, University of Tokyo
Languages
Native Japanese speaker, fluent English

BrE: CV, curriculum vitae; AmE: résumé, resume
In the English-speaking world, it is becoming
increasingly unusual to show marital status [
Martial arts, baseball, Japanese cooking children on CVs. Older people are sometimes
advised not to put their date of birth. Riku
above has put his interests, but showing these
is optional. (Do not use *hebbies) Also, at the

Interests

Personal
Dual Japanese-Canadian nationality, born Tokyo, 3 April 1976

m Job enquiry

top of the document, do not put CV or row
LCurricqum Vitae, just put your name.

666 =i

om: riku76@hotmail.com
i: Environmental scientists
e: 20 March 2010
Too hr@singaporerenewables.sg

v

Hello. I am writing with reference to the article about renewable energy in last Tuesday’s Los
Angeles Times, in which your company was mentioned. The article said that you were looking

for environmental scientists in the field of renewable energy, and I am writing to ask if you have
openings for someone with my background.

As the attached CV relates, I have a Master’s degree in Hydrocarbons, and I have worked for over
ten years for Exxon at their research campus in Torrance, California. I would now like to relocate
to Asia.

I will be in Thailand next month on vacation and would be available for a discussion any
time between 15 and 30 April. I would be happy to fly down to Singapore from Thailand at my own
expense. I believe I have a lot to offer a company such as yours. I have visited your company’s
website and like the look of what you do!

Looking forward to hearing from you.

Best regards

Riku Henderson

How to end emails:
More formal m— ————— Less formal
Best regards Regards Best wishes All the best Best
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63.1

Foisers

£5 Inbox (4)
5} Dratt

4 Sent

(2 Bulk (37)
(4 Trash

SEMCh SHOMCWs
28 My Photos
1My Attachments

Look at the CV in A opposite. Then write one based on this information, using the same
headings.

"Hi, 'm Ramesh Patel and I really like Bollywood cinema and rock music. I played in a rock
band at university, and we played semi-professionally, but when I graduated after three years, in
2001, from New York University in Media Studies, I decided to do a Master’s degree in
Journalism just in case! [ stayed another year at NYU to do this. The course was great, and we
concentrated on broadcast media — something that I wanted to get into. I wrote a dissertation
with the title “A comparative study of broadcast TV in three English-speaking countries: India,
US, Australia”. Anyway, the band broke up a year after we all graduated, so I was glad I had
made the decision to pursue a “proper” career! I was born in Brooklyn on 19 May, 1980 and
grew up there, but my parents were from India. ’'m a US citizen and I'm bilingual, by the way. I
started my first job in 2002, working as an assistant to news reporters on a Hindi-language
channel for Star TV, based in Mumbai, but now Id like to move on. I'm good at working in
teams and would like to think that 'm a good communicator, thanks to all my media training.
People tell me that I'm good at explaining complicated ideas clearly. I also like to think that I'm
good at keeping calm and cool in front of the camera, even when things go wrong! My goal
now is to work as a TV reporter for a TV company in an English-speaking country. Why not
Australia?’

Look at B opposite. Then look at the email below. In some of the lines (1~11), there is one
extra word that is unnecessary. Other lines, however, are correct. Tick the correct lines and
cross out the extra words in the other lines.

Preoas | e | Bat 1o Mestages

peters | mepty ~| rorwara | spam || move. “'I

== ramesh.patel@googlemail.com
i B hr@abc.net.au
suec:  NEWS reporters at Australian Broadcasting Corporation
28 February 2010

Hello. | have visited your company’s website and like the look of what you do! | am writing
specifically with a reference to the section on your website about working for your organization. |
Would you have an openings for someone with my background?
As the attached my CV relates, | have a Master’s degree in Journalism from New York
University, and | have worked for above three years for Star TV, based at their Mumbai office,
where | was an assistant to news reporters. | would now like to be relocate to Australia, and wgf
hopefully become a news reporter myself. |
|
i

| will be in Australia next month on the vacation and available for a discussion — | would be happy
to visit your office in Sydney at my own on expense — | believe | have a lot to offer a company
10 such as the yours.

11 Looking forward to about hearing from you.

= I R CR

Best regards |
Ramesh Patel *f

Over 4o Yyou ‘i—

You have read about an organization that you find interesting and would like to work for.
Write the beginning of an email (about 100 words) to the organization (name it) saying

why you would be a suitable candidate.
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m Business writing 2

n Invitation

Riku Henderson receives this email from Singapore Renewables (see Unit 63):
~1Em aﬁp’mm __ ; g T

Subject: Environmental scientists

From:  johnliu@singaporerenewables.sg
To: riku76@hotmail.com

Date: 31 March 2010

Dear Mr Henderson

Thank you for your email of 20 March inquiring about employment in our company. We are actively
recruiting for various positions in our organization, especially environmental scientists in our research and
development centre.

We would like to invite you for an informal discussion at our headquarters in Singapore on Wednesday 23
April at 2.00 pm. Please could you confirm that you are available to attend on that date? Many thanks.

We are interested in the US market for our future expansion and would like your views on its likely
development. In order to prepare for our discussion, we would be grateful if you could write a short
report (2 pages) on your view of 1) the energy situation in the United States today, and 2) the potential for
renewable energy there over the next 40 years, with particular reference to public opinion towards different
forms of energy.

Please email us your report by 15 April. | will then circulate your report to the participants at the
discussion, who will be our chief research scientist, Ann Bao, our research projects co-ordinator, Charles

Quinn, and myself.

We look forward to hearing from you.
Best regards

John Liu

Head of Human Resources,
Singapore Renewables

m Acknowledgement

Inquire and inquiry are much more frequent
than enguire and enquiry, especially in AmE.

Here are two possible replies from Riku Henderson. The first email is written in a more formal style
than the second. Both styles are acceptable when writing emails.

6066

i: riku76@hotmail.com
Environmental scientists

2 April 2010

To: john.liu@singaporerenewables.sg

Dear Mr Liu

Thank you for your email of 31 March.
This is to confirm that I would be
delighted to come to your headquarters
for a discussion on Wednesday 23 April at
2.00 pm.

I would be happy to write the report

that you specify. I have noted what you
mentioned about length and content. I will
send it to you by 15 April as requested.

Best wishes
Riku Henderson

000

7 riku76@hotmail.com

I Environmental scientists

&: 2 April 2010

To: john.liu@singaporerenewables.sg

Dear Mr Liu .?.:

Thanks for your mail of 31 March. This
is to let you know that I'd be very
pleased to come to your HQ for a
discussion on Wednesday 23 April at
2.00 pm.

I'd be glad to write the report that you
describe. I've noted what you mentioned
about length and content. I'll let you have
it by 15 April as you've asked.

Best wishes

Riku Henderson
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64.1

64.2

Look at A opposite. Choose the correct alternatives to complete this email.
| New [gReply ‘gReplyall (g Forward X Delete Glunk pm § § | Moveta -:’
Thank you for your email of 13 May (1) ..

actively (2)

finance specialists.

We (4) ..

.......... for various (3) ...

~.... IN our organization, particularly

to invite you for an interview at our headquarters in Singapore on

Monday 5 June at 2.00 pm. Please could you confirm that you would be able to

(5)

Before the interview, we would be (6)

... on that date?

......................................... if you could prepare a presentation on

what you see as the economic situation in the world today, illustrated by PowerPoint slides.

Please email us your slides by 2 June. | will then copy them onto the computer that you will be

By

using for your presentation, (7) ...
present. _

1 aask b asking ¢ asked

2 a employing b joining ¢ recruiting

3 a posting b positions ¢ vacant

4 a would want b would like ¢ may

5 a present b partake C assist

6 a thankful b please ¢ grateful

7 a circulating b dispatching ¢ purveying

.. them also to the other people who will be

d asks

d proposing
d situations
d might

d attend

d oblige

d shipping

Look at B opposite. Below, email replies from two other candidates have been mixed up. Put
each email into the correct order. (The beginning of the first — more formal — email is d, and the

beginning of the second — more informal — one is e.)

i
Would it be possible to arrange another date? u
I'm sorry if this causes any problems.

This is to let you know that I'd be very happy to
come to your headquarters for the discussion
that you mention, but unfortunately I'm not
available on 24 April.

This is to confirm that | would be delighted
to come to your office for a discussion on
Thursday 24 April at 9.30 am.

e

Thank you for your email of 31 March.

—

Thanks for your email of 31 March. H

Over fo you "i

f

I'll send it to you by 15 April as you've asked,
hoping that you will be able to offer another
date for the discussion.

about positions in our company. We are |

I will let you have it by 15 April as requested.

T B e
T

I will be happy to write the report that you
specify and | have noted the requirements for
length and content.

!

But I'd be glad to write the report that you're
asking for. I've noted what you mentioned
about length and content.

Write the beginning of the reply (100 words) from the organization that you wrote to in the
Over to you section of Unit 63, inviting you for an informal discussion.
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Business writing 3

Outines

Riku Henderson (see Units 63 and 64) makes notes for the outline
of his presentation:

MR

IR &5 ) 5o 16 T S £ =

Introduction / Background

Part 1: Main forms of traditional energy — percentage of energy use today —
advantages and disadvantages of each — likely trends in future use

Part 2: Main forms of renewable energy — advantages and disadvantages
of each — likely development of each type over next 40 years

[N

Conclusions — most likely situation of each in next 50 years

Fjg:?—f_@_g ??gi'i Sec 1 1/1 At25mm Inl Col L _ 0/0
m Openings and introductions
,"—;g- ﬂ.n" = o .6.0 — T i T4t 3“’ T a
* The purpose of this report is to ... .
* In the first part, I'll outline / explain / illustrate / analyze / break down ... ,
- I'll give a breakdown / description / overview ... “
¢+ In the second part, I'll move on to look at / examine ... "
* In the final part, I'll (try to) draw some conclusions about ... / make some predictions about ... ‘
=)
e <]
===ls) Page I Sec 1 i1 [ Azom 1 Gl ] 0/0 —TGREC [OTRE [OBXT (GOVR] | J
Describing visuals
. a7 & R e I ——— e — ——
) S s W P L T PP PO e Y T =
) ¢
* As you can see from the pie chart / graph / diagram / table ... !
* The pie chart/ graph / diagram / table shows that ... :
i
nuclear energy accounts for !
now 3
gas represents x per cent of current {
£ currently !
oil makes up energy use. |
at present : E
coal constitutes |
= By far the largest source of energy is ...
» Next/In second place come(s) ... ;
= Thirdly, there is ... ]
* In fourth position is ... =
= Not far behind / Quite a long way behind is ... ol
s ¥
s ar |
@ g& § S 171 At25mm Lnl Col L 0/0 OREC | BTRK | CEXT | COWR . |

Nuclear energy
8%

Oil
41%

Natural gas Renewables
22% 7%
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65.1

65.2

65.3

Complete the table with words from A and B opposite.

describe
analysis
outline
explanation
examination
look
breakdown
predict
conclude

Now write a possible introduction to Riku’s report, using appropriate forms of expressions

from the table in 65.1 above and underlining them, beginning in this way:

The purpose of this report is to examine the current energy situation in the United States today and
the potential for renewable energy there over the next 50 years. In the first part, [l outline the place

of different sources of energy in the US economy. Il give a ..

Wirite part 1 of Riku’s report using expressions from C opposite, the information in the pie
chart and the notes next to it. Begin like this:

As you can see from the pie chart, by far the largest source of energy is oil, which accounts for 41 per

cent of energy use in the US. This is problematic as much of the oil comes from politically unstable

countries. ...

Over 4o you {

Draw a pie chart about an aspect of your organization, school or department (for example,

the number of people in different departments, or the number of students doing different

subjects) and write a commentary on it like the one in 65.3 above.
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m Business writing 4

Linking ideas

Here are some expressions you can use to add one idea to another.

Energy from biomass comes mainly | Moreover, they say that large areas of

in the form of ethanol, which is rainforest have been cleared to
made from corn (maize). Critics make way for maize production
say that maize should only be used around the world.

as a food source.

Geothermal energy, using heat In addition, geothermal plants are expensive to

from underground springs, only
makes a very small contribution to
energy use.

build and maintain.

Tidal power requires installing
equipment offshore that is very

expensive.

What’s more,

the equipment breaks down
frequently due to the violent seas.

Here are some expressions you can use to compare and contrast one idea with another, or
introduce another idea which might seem surprising.

efficient.

The US is well-placed to produce | However, solar panels are concentrated in the
more solar energy. south and southwest.
Wind energy is very clean and Nevertheless, there is strong opposition from

people who object to seeing more
wind turbines.

Hydroelectric schemes especially in
the western US, such as the Hoover
dam, provide 41 per cent of

renewable energy.

On the other hand,

future development of this form of
energy is unlikely, as most of the
potential schemes have already
been realized.

EE] Forecasts

Look at these ways of expressing future trends.

140

By 2050, on current trends:

1 renewable energy is going to provide about 30 per cent of the country’s needs, as opposed to

7 per cent today.

2 the amount of energy consumed in the US overall will have decreased by 20 per cent — the
economy will be bigger, of course, but energy will be used more efficiently.

3 solar energy should probably represent 20 per cent of renewable energy.

4 oil, gas and coal might each represent about 20 per cent of total energy use, unless something

unexpected happens.

5 the environmental argument that nuclear energy does not contribute to global warming may

win out.
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66.1

66.2

66.3

Match the two parts of these sentences containing expressions from A opposite.

1 I can assure you that there are no plans
to sell the newspaper division.

2 A switch of truck suppliers involves the
important costs of changing spare part
inventories.

3 IBM studies have indicated that seven
per cent of employees believe that
technological advancements have
improved their ability to balance work
and personal life.

4 Boldness is an essential moral
characteristic in a leader, for it generates
combat power beyond the physical
means at hand.

5 Older managers were suspicious of the
big expansion and later even opposed to
internationalization efforts.

6 These new hotels create employment for
local people.

a However, 62 per cent of employees

also have growing concerns about
technology’s impact on the length of the
workday.

b What'’s more, there are no immediate

plans to sell individual newspapers.
Moreover, a good leader understands
that good leadership is about who you
are, not so much about what you do or
can do.

Nevertheless, the new chairman and
new managers were able to persuade the
board members and the Kog directors.
On the other hand, the animals that you
see here will be driven away from their
homes.

In addition, a client may sometimes incur
important risks, especially those of not
being fully satisfied with a new supplier.

Look at B opposite. Use the same structures (1-5) to make predictions for the future containing

these ideas.
By 2050:

1 electric cars / account for more than half the cars on the road
2 climate change / not have had the effects predicted today

3 population growth / level off

4 nuclear energy / represent 30 per cent of energy production / unless / another big nuclear

accident before then

5 attitudes to personal consumption / change enormously

Now make alternative forecasts to the ones above in 66.2. (You can use different verbs for each
one this time.) The first one has been done as an example.

1 Electric cars will account for less than a third of all cars on the road.

Over to you

v
Make some forecasts about trends in your own profession or industry, or one you would
like to work in.
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[ 5]

1.2

1.3

2.1

2.2

142

rewarding, stimulating
client contact

get on well with

hands-on

No two days are the same
Originality, creativity

=2 T 0 BN R L R N

working on my own
putting ideas into practice
admin, paperwork
teamwork

snowed under

sense of achievement

red tape, bureaucracy

SN s LN =

1 Stress

2 Commuting

3 Hours worked 3.1
4 Telecommuting

Over to you (sample answer)

I'm the personal assistant to the chief 3.2
executive of a retail organization. I’'m not

able to telecommute — the nature of my job

means that I have to be in the office all the

time. I get four weeks” holiday a year, 3.3

which is good. If I have family problems,
for example if one of my children is ill, my
boss gives me time off. My work is pleasant
and not stressful at all. I work 40 hours a
week. I live ten miles from my office, so
there’s only a short commute by train.

2 use our initiative
3 Morale, motivated
4 responsibility

5 job satisfaction

(sample answers)

1 McGregor’s thinking has influenced
participative styles of management and
the continued practice of staff
performance appraisal.

2 Managers’ beliefs can be seen from the
things that they say and do.

3 These lead to managers having particular
policies towards employees and to relate
to them in particular ways.

4 No - he did not think that either Theory
X or Y should be taken as a ‘model’.

Business Vocabulary in Use Advanced

5 Abraham Maslow; he thought that
motivation was key in people’s needs.

6 He thought that workers were
dissatisfied because of the way that jobs
were badly designed, the way that
managers behaved, and the lack of
opportunities for people to be satisfied
with their jobs.

Over to you (sample answer)

[ would recommend developing initiative in
the following way. Car production workers
should be able to submit ideas for
improvement in the production process. If
an idea leads to increased efficiency, the
worker concerned should receive a bonus.

1 salary 4 policy
2 supervision 5 working conditions
3 peer relationships 6 security

4 achievement
5 advancement
6 personal growth

1 the work itself
2 recognition
3 responsibility

Verb Noun Adjective
empower | empowerment | empowered
consult consultation consulted
- hierarchy hierarchical
delegate | delegation delegated

Over to you (sample answer)

I sell packaging equipment to food
manufacturers. [ have a great sense of
achievement when I reach my sales
objective for the year. If we do a good job,
we get recognition in the form of a
generous bonus and positive feedback from
our sales manager. The work itself is
fascinating — I have a technical background,
and the technical progress in packaging
machinery has been amazing since I started
out. There are good opportunities for
advancement — I hope to become sales team
leader next year. And in terms of personal
growth, the company I work for is great —
we are encouraged to go on training
courses in areas that are unrelated to our
work. I'm learning to play the classical
guitar at the moment.




4.1

4.2

4.3

1
2
3

4 cuisourced
S contractors

competitive edge
cost-etfective
offshore

(sample answers)

1
2

i N L

=

Mergers and acquisitions.

$75 per hour ‘This allowed the company
to be competitive.

India, because lawyers there had access
ta the same research tools as thosc in the
US, they were highly motivared and
mtelligent, and they were willing to do
the kind of work that people in the US
look down on.

{wo.

Document review, and maintenance of
the database used to store details of
coniractors.

litelong learmning, current trends
career move

activities

consultancy services

freelancers

in-house

Over 1o you (sample answcrs)

I write technical documentation for
manufacturers of domestic appliances —
dishwashers, washing machines, and so on.
I could do this work as a freelancer, but T
prefer being a sataried employee —1 like
coming into work every day, and it's easier
to keep up with what’s going on. I hear
about technical developments with the new
models, for example, and also office gossip!

Advantages of being a freelancer:

You can organize your work the way
that you want to.

You don’t have to get to the office by a
particolar time every day.

You can take holidays when it suits vou
rather than your employer.

Disadvantages:

It’s possible to foel isolated and
unimerivated.,

You always have to be thinkimg about
finding the next project.

It’s possible to waste a lot of tune if you
don’t discipline yourself,

5.1

5.2

53

6.1

6.2

1

job sharing

2 part-time work
3 temporary work

1
1

1

2 true
3 [alse

1 make people redundant

2 consultation

3 wade unions

4 hirc and fire

5 inflexibility

6 Unemployiment

7 give themn three months® notice
8 social charges

9 sick pay

0 flexible

1 job creation
true 5 true

B false
7 true

4 troe

Over to you (sample answirs)

o b —
EaomowmoEe

[ I R PSR

Spain is probably more like France. The
labour market is quite inflexible, with
similar obstacles to hiring and firing
people as there.

Onc advantage of flexible working for
emplayers is that they can get rid of
workers when they no longer need them,
and hire them again when they do need
them. One disadvantage is that
emplayees feel less loyalty to the
organization, and therefore less
motivated.

lack of management support
role ambiguity

home—wuork imbalance
heavy workloads

otfice politics

6 effort—reward imbalance
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6.3

7.1

1.2

8.1

8.2

8.3

144

1d 2a 3h 4 c

Over to you (sample answers)

» Currency dealer, teacher and policeman
are three siressful jobs.

¢ As a production manager, the main
causes of stress in my job are unexpected
increases in dernand, which mean
inereasing production, and this is
ditficult to do quickly. I combat stress by
doing a lot of sport, especially running
and swimming.

4 uncountable
5 countable

1 uncountable
2 countahle
4 uncountable

1th 2b 3d 4z 52
G c 7e B f

Over to you (sampie answer)

There is employee assessment every six
months, with managers talking to their
cmployces individually to el them how
they are doing. Lhere is no assessment of
managers by employees, no 360 degree
ASSESSIIICTIE.

1 super-talent

2 core compelents
3 talent manager
4 talenr pool

5 Talent management
6 core competents

7 talent pool

8 ABC approach

creatives: 2, 3, 6
suits: 1,4, 5

1 mentees, mentees

2 mentoringfecaching

3 reverse mentoring, mentoring
4 coach, coachee

5 meatoring/mentorship, mentor

Over to you (sample answer)

[ work for a small electronics company (30
employees). There is a formal system of
mentoring, wherc cach new recruit is
assigned one of the senior managers, who
has ~egular sessions wilh them and gives
them advice about the firm’s values and
culture.
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9.1

9.2

9.3

10.1

10.2

10.3

(sample answers)

1 5She manages a team of nurses.

2 Tiaily and monthly.

3 There tend to be fewer daily meerings.

4 "Lhey encourage positive emotion and
enicrgy, and sharing our tasks for the day,
and help nurses to think about the unit's
work as a wholc. Knowing wha may
need help allows the work of the unit to
be shared out among team members,
Meetings also keep people cngaged in
learning and develop commitmence.

5 They help limit mistakes.

6 The monthly meetings encourage nurses
to think about the performance of their
own and other teams,

1 true 5 true
2 true 6 false
3 false 7 true
4 true 8 false

1e 2a 3c 4 b 5d

Over to you (sample answors)

* I've worked in a number of teams on big
CNEINeering projects,

= TYes, we work well as a ream — perhaps
becausc someone performs each rolc.

s I'm a Completer. 1 like to cnsure that
project deadlines arc mer, any mistakes
corrected, and nothing forgotten or
omireed.

T hard 4 sofr

2 soft 5 hard

3 sofr G hard

1e 2 d 3¢ 4e 5¢

6k 7 a 8 b 9 d 10 a
sclf-awareness 5 tegrity

6 decisiveness
7 motivation

1

2 conscientlousness
3 sensitivity

4 mflucnce

(ver 1o you (sample answer]

I'm a corporate trainer. Pd like to think thar
1 have soft skills — the ability to work witlr
all sorts of people tactfully and in a non—
avthoritarian way. Training these days
requires these sorts of skills rather than
miore anthoritarian methods.



11.1

11.2

11.3

12.1

12.2

12.3

age, ageist, ageism

race, racist, racism

sex, sexist, sexisimn

stereotype, stercotypical, stereotyping
diversity, diverse, —

discrimination, discriminatory, —
equality, equal, -

ethnicity, cthnic, —

stereotypical
Discriminatory (or Racist)
ethnicity {or race)

racism (or discrimination)
ageist

sexIsm

equality

B diversity

N R WK -

1d 2a Je 4 ¢ 5h

Over to you (sample answer)

raditionally, my company, a newspaper
publisher, has recruired graduates from rhe
country’s top two universitics. However, 1t
could increase diversity and inclusion by
cmploying journalists from non-umniversity
backgronuds, for example those who have

worked on regional papers for a few years.

It could also increase diversity by
emploving more people from ethnic
mInorities.

1 Total Quality Management, 1 (M
2 consistency, employee involvemens
3 faults, defects

4 zero defects

5 reworking

1 {customer) delight

2 coaformity/conformance to specification
3 climination of vanation

4 (customer) expectations

1¢ 2h e 4 f 5b
6 d 7a 8¢

13.1

13.2

13.3

14.1

14.2

Over to you (sample answer)

In my organization, a train operating

company, the criteria for quality include:

* punceuality — fewer than five per cent of
trains should arrive more than ten
minutes late

¢ features — seats are comfortable, all with
waiter service

¢ aesthetics — the trains are good to look
at, inside and out

* perceived quality is high - trains give a
feeling of huxury

* value for money — faces are very
reasonable

apply; application; applied

certify; certificare, certification; certified
standardize; standard(s), standardization;
standardized

1 application
2 certification, certified

3 standardized

1f 2a 3b 41¢ 5¢

6d 7e

Over to yau [sample answer)

Since we adopted 18O 9000, the company
has been affected in the following ways: top
managers — not just middle managers -
have been involved in quality issues; we pay
much more attention to regulatary
requirements on produet safety; we have
put in place measurable nbjcctives so that
we can measure quality; we have improved
resource management; we are much better
at monitoring customer satisfaction, with
regular surveys. We also measure the
effectivencss of our staff training, and we
look ar all possible ways to work on
continual improvement of our products,

1h 2 a 3d 4 ¢ 5b
6 d 7c B a

1 peuple management
2 policy & strategy

3 resources

4 people satisfaction

5 customer satisfaction
6 impact on society
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15.1

15.2

146

Over to you [sample answet)

Tl leadership of my busiuess school is in
the hands of the divector. Wirh her
colleagnes, she makes decisions on people
management, recruiting the best teachers in
their respective areas. The policy and
strategy of the school are both direcred to
becoming the leading business school in the
countlry by recruiling che best stall and
students, Resonurces include a state-of-the-
art carapus just cutside the capital cicy.
Processes include fectures, tutorials and
written work, These are the enablers,

16.1

16.2
16.3

Resules include people satisfaction: lecturers
are very happy with their jobs and rarely
move to other institonions. The ‘eustomers’
— the students — give very high evaluations
mn their course questionnaires. The impact
on society is harder to judge, but socicey
surely benefits from having well-qualified
managers running companies. And the
business results of the school are very good;
it has a special status and does not talk
about profits, but it certainly makes money.

performance, benchmark
TEVETSE ENZITIEETINgG
benchmarking, best practices
competitive benchimarking
Functional benchmarking

17.1

[ B P

(sample answers)

1 If you can measure how many defects
vou have in a process, you can
systernatically figure our how to
eliminate them and get as close to zero
defects as possible.

2 A chance for non-conformance, i.e. nat
conforming to the quality criteria.

3 flawless

4 Failing to deliver what the customer
wants,

b consistent

6 predictable

17.2
17.3

18.1

Business Yocabulary in Use Advanced

Over (o you (sample answer)

As the second biggest clothing rerailer, we
are alwavs looking at the biggest company
and what it does. Of course, there are some
industrial secrets that it will not reveal, but
it’s always interesting to go into their shops
and see how they do things — the clothes
they sell, how they display them, the decor
of their stores, and so on.

1 strategy 3 resoutce allocation
2 rosonrees, planmng 4 mission stalement

1hb z2d 3¢ 4 c 51 B a
1 dominazed the marker

2 aitack the market

3 invade

4 established a foothold/toehold

5 sull dominated

6 withdraw from

Over o0 you (sample answer)

Eli Lilly’s mission statement 1s ‘to create
and deliver innovative pharmacentical-
based healthcare solutions that enable
people to live longer, healthier and maore
active hives’.

1 stifling, encouraging 4 inhibit

2 intensified 5 sharpening
3 harm

1h 2 d 32 4 ¢

1 threat 4 position

2 advantagefedge 5 pressure

3 prices 6 strategy

Over to you (sampie answer]

1 work for Waterstomes bookshaps. Our
fiercest competitor is the online rerailer
Amazon. We hope that customers will keep
coming to our stores ta browse and buy
bocks, rather than ordering them online.
Bui we also know that we have to make
our stores as atrracrive as possible, with
coffee shops and sofas where people can
read and relax before making their
purchases.

1 industry eomperitors 4 buycrs
2 entrant 5 suppliers
3 substitutes




18.2
e situated in one of | ® need to improve

18.3

19.1

the UK’s most

attractive cities
e the English

language

Opportunities

our facilities

Threats

* potentially more | ® economic
and more slowdown next
students from year
abroad e excellent
universities in
the US
1 focus

2 cost leadership
3 differentiation

Over to you (sample answer)

I work for a supermarket chain. We are
criticized for having too much power over
our suppliers, for example farmers, but we

think they get fair prices for what they sell.

Competition between the supermarket

chains is intense, and there is always the
danger of more low-cost entrants to the
industry. We don’t think there’s a danger

from substitutes as people will always have

to eat! The bargaining power of customers
is high — they can always go to our lower-
cost competitors, so we have to make sure
that we offer an attractive alternative in
terms of range of goods, attractive stores,

and so on.

Across

5 barriers

8 entry

9 chaebol

11 divestment
13 integration
15 high

17 conglomerate

Down

1 portfolio theory
concentrated
merge

core
acquisitive

7 fragmented
10 attractive

12 vertical

14 share

16 low

(= I S FURN N

19.2

20.1

20.2

20.3

211

21.2

1 strategic acquisitions

2 acquisitions/takeovers
3 subsidiaries

4 unwieldy conglomerate
5 profitability

6 entrants

Over to you (sample answer)

Daimler merged with Chrysler so that
Daimler would have better access to the US
car market and Chrysler to the European
market. They planned to develop models
together, reduce costs, etc. But the cultural
differences between the two companies
were too great and the merger fell apart.

Tedl 2 3f 4 a
5b 6 f 7b 8 e
1 trendsetter 3 pioneers
2 innovator 4 follower

1 dropped out

2 shakeout and consolidation
3 emerging industry

4 dominate

5 mature

6 established

Over to you (sample answers)

® Yes, many organizations are bureaucratic
and slow to come up with new ideas.

e I work for Procter and Gamble, and one
way that we have of getting new ideas is
to encourage contributions and input
from people not actually working for the
company, via the company’s website. The
company then rewards the best
suggestions and contributions.

1 (social and economic) environment

2 futurologists/futurists

3 the Delphi method, panel, a consensus

4 forecasts

5 futurology

6 scenario planning

7 mini-Delphi / Estimate-Talk—Estimate /
ETE

8 evolve

1e 2a 3b

4d 5¢c
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22.1

22.2

23.1

148

Over to you {samphe answers)

»

I

LR = oW

L work for a tour operator and the
higgest risk is that, through no fault of
our own, we go bankrupt. This can leave
thousands of customers abroad and
unable to get home. 'This would be very
unfortunate, for our customers and [or
us, so we do everything we can to avoid
bankruptey!

W aliuost wenl bankrupt once a lew
vears ago when we had financial
controls that were less strict than today’s,
but we learnt our lesson and now the
husiness is run much better, with close
attention to costs and financial resnlts.

pricing 4 place
product 5 promotion
promation 6 promotion

physical evidence

people
PT(}C{:HS
intangihle 5 service
congact & process
motivated 7 helpful
attirude

Over to you (sample answers)

1
2

1 was attracted to my new LG high-
definition screen (prodrct) by their TV
advernising (promotion). The product
was available in department stores and
clectrical goods stores, but 1 preferred to
buy it on online {place). 1 paid slightly
less than | would have done in
traditional rctail outlets (pricing).

I ook my car 1o be serviced yesterday.
When I went into the service centre, it
ook five minutes for someone to come
to greet me (people). [ left the car, but
they didnt phane me ro rell me whar
was going on. 50 when I went to pick it
up, [ found they had done all sorts of
work, some of which wasn’t necessary
(process). But they did show me a
component that had broken and thart
had really needed replacing (physical
evidence),

convenience 3 customer cost
communication 4 customer solution

Business Yocabulary in Use Advanced

23.2
23.3

241

24.2
243

1h 2a 3d 4 g 5¢

{sample answers)

1 Banking, IT services, mass grocery (foad
supernarkets), financial services and mail
arder.

2 “Deliberatives” who rationally choosc
Whelr current provider again because it
offers the hest deal; *enotives’ who have
special feelings for the brand; and
‘inertials” who can’t be bothered ro
switch.

3 People wha spend less on a brand have a
greater financial impacr than people who
actually delect and stop buying it.

4 Customers who purchase steadily from a
company over time are not necessarily
cheaper to serve, they are not less
sensitive to different price levels, or
particularly effective at bringing in new
business. Long-standing customers are
not cheaper to manage than short-term
customers because one-off transactions
are cheaper

Over to you (sample answer)

As a supermarket customer, 'm an inertial.
1 just keep going to the nearest one becanse
the others are too {ar away, Trying another
supermarket would mean raking the car,

rather than walking, and I don’t waat to
do this.

1 mystery shopper

2 market intelligence

3 primary dara, secondary data
4 market research firm

5 latest trends

1¢ 2d Je 4 b 5a
1h 2 a 3b 4a 5a

Over to you (sample answer)

1 work in the marketing department of a
car company. We organize regular market
research to see what people think of our
models and those of our competitors. The
latest findings arc that people are looking
more and more for environmenrally
friendly cars.



25.1

252
25.3

26.1

26.2

27.1
27.2

27.3

segmentation, segments

social class, demographic segmentation
behavioural segmentation

target groups

bW =

1e 2:d 3.a 4 c 5f 6 b

1 traffic
2 visitors
3 interact

4 conversion
5 convert

Over to you (sample answer)
I recently bought a ticket on a low-cost
airline to go clubbing in Mallorca this
summer. For this flight, 'm in the leisure
travel segment, rather than a business
traveller. Demographically, I'm in the 25-34
segment, and in terms of VALS, I guess I'm
an experiencer, spending a lot of money on
music, clothes and clubbing, and the tickets
to get to places where I can meet other
people like me!
28.1
1 true
2 false
3 true

4 true
5 false
6 false

1d 2.4 3b 4 ¢ 5e

Over to you (sample answer)

I work at Boeing. We hold a lot of
information about our customers, the
airlines. We have a lot of data about their
requirements on different routes and in
many other areas. They also let us have
some of the results that they have gathered
from their own market research, which we
also hold on our database. And of course,
the technical people here hold a lot of
information from the airlines relating to the

operation of our planes by our customers.

28.2

Tz 2 a Je 4 f 5b 6 d

. 1 29.1
4 differentiate
5 differentiation
6 differentiate

1 positioned
2 positioning
3 positioning 29.2
The real outcome is given in each case,
followed by a possible explanation.
1 Successful: The idea of ‘gentleness’ carried

across smoothly to the new products.

2 Unsuccessful: Bic is too closely associated
with pens and razors,

3 Unsuccessful: Coke was ‘the real thing’,
so New Coke could not logically also be
the real thing.

4 Successful: all in the same category and
closely associated

5 Successful: both in the same category and
closely associated

6 Unsuccessful: soup and spaghetti sauce
not close enough together

Over to you (sample answer)

I work for Unilever and our food brands
include Lipton, Flora, Becel, Blue Band,
Hellmann’s, Knorr, Bertolli, Calve, Magnum
and Cornetto. There’s no flagship brand as
such, as we are strong in so many different
product categories. We prefer to develop
completely new brands rather than brand
extensions of different brands.

a joint venture, joint venture

b indirect export, agents

¢ licensing agreement, licensing agreement,
under licence, joint venture

d export manager, agent, direct export,
export manager

Order:
1b 2d e 4 a
1b 2b Ia

Over to you (sample answer)

Rolls Royce is one of the UK’s biggest
exporters. It makes aircraft engines for
civilian and military aircraft, plus turbines
for applications such as power generation.
It has its main base in Derby, and also has
other plants, including one in Bristol. It has
about 37,000 employees, 40 per cent
outside the UK,

3b

4¢g 5d

1 & 2a
6 TF
1 suppliers

2 process

3 warehouse

4 just-in-time

5 integrated

6 captive plants

7 suppliers
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293
retail retail, retailing

30.1

30.2
30.3

31.1

31.2

150

warchouse warehouse, warehousing
transport transport, transportarion
distribute distribution
outsource outsourci ng

Over to you (sample answer)

Dell manufactures computers in Lodz,
Poland, but many of its suppliers are
elsewhere. Many of the components come
from China, for example. Components
arrive in Gdansk by container ship and are
then taken to the plant by truck.

1 supply chain management

2 logistician

3 logistics

4 work-in-progress (BrE), work-in-process
(AmE), inventory-in-process (AmE)
finished goods

stock(s) (BrE), inventory (AmE)

7 stock(s) (BrE), inventory (AmE)

o o,

1e 2d 3a 4 c 5b

1 refurbishment 4 disposal
2 waste 5 dismantle
3 remanufacturing 6 recycle

Over to you (sample answer)

I work for an airline and our biggest
logistical nightmare is when our planes are
delayed by congestion at airports, especially
Heathrow. The outward flight arrives late,
which means that the return flight takes off
late, causing passengers to become very
angry.

1 Core competences/competencies

2 Subcontractors, in-house, expertise, non-
core

3 Transaction cost analysis, outsourcing
them / subcontracting them / farming
them out

4 our competitive edge

5 Our corporate culture

1b 2e 3d 4 ¢ 5a

Business Vocabulary in Use Advanced

313

32.1

32.2

323

33.1

1 False: The CEO has to think about the
human dimension too.

2 True

3 False: The article mentions three areas:
training, helping employees find other
jobs and financial compensation.

4 False: They will be worried about their
own future in the organization.

5 True

6 False: The article mentions two areas:
investment in new infrastructure, and
increased spending on research and
development.

Over to you (sample answer)

Here in India, we have benefited greatly
from outsourcing. Many of our graduates
work in call centres for UK banks. But
outsourcing is increasing in other areas
which require higher levels of expertise, for
example software development.

1 Internet 5 download

2 bandwidth 6 video-on-demand
3 video-conferencing 7 wireless

4 webcams

1 3G
2 wireless
3 from the Optimum site

4 GPS
5 the browser

c

Over to you (sample answers)

® Yes, mobile devices are suitable for
accessing the Internet now — the screens
are bigger and the download speeds are
faster.

e [ use my mobile to download football-
action replays. I don’t use it for internet
shopping (for that I use my computer
when I'm at home), but I do look at the
weather forecast occasionally to see if it’s
going to rain.

1 interoperability

2 external social networking sites, posted,
profile

3 video-sharing sites, uploaded

4 internal social networking site, online
community, vetted

5 wiki, collaboration

6 messaging, networking sites,
communication



33.2

34.1
34.2
34.3

35.1

35.2

Adjective Noun

attractive attractiveness

interactive interactivity

user-friendly user-friendliness

stickiness

sticky

unique users

traffic

page views

sticky

user-friendly

generating, revenue

rankings

website management company

NP W=

Over to you (sample answer)

I think it’s acceptable for recruiters to check
social networking sites in this way. What
people say about themselves there is
probably more reliable than what they put
in their CVs. Companies need to know
everything about the people they are
recruiting!

1LY 2hd 3c 4 a
le 24d 3-a 4D i Big
1 collaborating 4 nerworks

5 collaborative sites
6 collaborate

2 proprietary
3 prosumers

Over to you (sample answer)

At my university, there is an intranet that
allows us to get information about different
courses and members of staff, to look at
our lecturers’ PowerPoint presentations,
and to check availability of the sports
facilities, among many other things.

1 scams
2 security
3 infiltrated

4 identity theft
5 infected
6 malware

identity theft

password

phishing

cybercrime, cybercriminals
encryption

security details

spyware

N R W=

35.3

36.1
36.2
36.3

37.1

37.2

37.3

1 law enforcement agencies
2 Big Brother

3 privacy, confidentiality

4 civil liberties

5 electronic trail

6 snoop

Over to you (sample answer)

I don’t feel nervous about using internet
banking. One way of minimizing the risk is
to change the password often and not write
it down anywhere. And I never put the
account details into emails that I might
send to people, for example when I write to
someone about transferring money to my
account.

1d 2 b 3% 4 a 5c¢

1b 2c 3d 4 a

1 Supplier relationships
2 Key buyers

3 a private e-marketplace
4 reverse auctions

Over to you (sample answer)

My washing machine broke down recently,
and I ordered a new part for it over the
Internet. The whole experience was very
good. It was easy to identify the part that I
needed, the credit card payment process
was painless, and the part was delivered the
next day.

copyright copyright
download download

encrypt encryption
infringe infringement
pirate piracy

protect protection

1 copyright protection 4 download
2 encryption 5 piracy

(%]

infringement

downloading, copyrighted, file sharing
intellectual property, peer-to-peer
revenue, pirates

encrypting, digital watermarks

BN =
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38.1

38.2

39.1

152

Over to you (sample answer)

I think it’s acceptable, because groups these
days have lots of other ways of making
money from concerts, and so on. Music
companies have to find new ways of
generating revenues — the idea of selling
songs through download sites is just a
hangover from the days of selling records.

1 financed, financiers
2 financing

3 finances
Across Down
3 profit and loss 1 finance officer
6 interest 2 undervalued
8 dividends 3 prelims
10 cashflow 4 financial
12 full 5 bondholder
14 balance sheet 7 account
15 interim results 9 CFO

11 lenders

13 loan

Qver to you (sample answers)

¢ Companies make their reports look
attractive because they want to
communicate in a way that seems
friendly, open, etc. Annual reports are
intended for investors and potential
investors including shareholders; they are
also directed at financial journalists
reporting on the company, and of course
the company’s employees themselves.

e The report can be seen as a marketing
tool intended to impress each of these
audiences.

accruals principle
exceptional items
general expenses
interest payable
operating profit

profit and loss account
reporting period
retained earnings

Business Vocabulary in Use Advanced

39.2

39.3

40.1

40.2

reporting period
operating profit
retained earnings
exceptional items
accruals principle
interest payable

profit and loss account
general expenses

o~ W =

6 false
7 true
8 false
9 false

false
true
false
false
true

(ST PSS

Over to you (sample answer)

General Motors recently made a loss of
$39 billion in the third quarter of its
financial vear, the second-worst loss in US
corporate history.

a Cash g 188

b Securities h Land

¢ 12 i 62

d Debtors j Goodwill
e 15 k 30

f Buildings

1 false 4 false

2 true 5 true

3 false 6 true

Over to you (sample answer)

Carphone Warehouse is a retailer of mobile
phones in the UK. It has a chain of outlets
in strategic locations in most UK cities, but
most of the sites are rented, and the rented
sites do not appear on its balance sheet. It
has knowledgeable staff, but employees
don’t appear either. It has stocks of mobile
phones to sell, which do appear, and money
in its bank accounts, which also appears on
its balance sheer.



41.1

41.2

42.1

43.1

43.2

a Overdraft

b 4

Interest payable
Tax payable

10

40

Bonds repayable in seven years
Shareholders’ equity
200

Retained earnings
21

bt 2l o E e S R )

4 false
5 false
6 false

1 true
2 true
3 true

Over to you (sample answer)

When a company goes out of business, it
usually has liabilities in the form of money
owed to suppliers, lenders, the tax
authorities, and in some cases employees’
unpaid salaries.

a6 f 0.5
b (1) g (1.5)
¢ (8) h 1.25
ds i1

e (7.5) j 5.6

Over to you (sample answer)

Credit terms in Germany and Sweden are
quite short — 30 days is normal, with
interest payable after that time. But in
southern Europe — Spain and Italy, for
example — they can be up to 120 or even
150 days.

amortization and depreciation
net income

EBITDA

cashflow

EBITDA

bW =

1 Knowledge workers, physical assets,
return on assets (ROA)

2 sweating its assets / operating at full
capacity

3 return on equity (ROE)

4 return on assets (ROA)

5 shareholders’ equity

43.3

44.2

45.1

1f 2 a 3b 4 ¢ 5d 6 c

Over to you (sample answer)

The university that I go to is really sweating
its assets. All the lecture rooms are full all
the time, there are usually long queues in
the restaurants and there are normally
people waiting to use the computers in the
library. I don’t think they could increase the
number of students without making further
investments.

Across
2 shareholder value
6 outstanding
7 PE ratio

Down

1 returns

3 on investment
4 dividend payout

8 retained earnings 5 growth
10 distributed 8 ROI

12 maximize 9 decision
13 acquisitions 11 income

14 EPS
15 strategic

1 maximize shareholder value
2 divestment

3 strategic decision

4 returns on investment (ROI)
5 acquisition

Over to you (sample answers)

e This is not always easy to do because
managers may have high commitment to
the industry that they know and in
which many will have spent their entire
careers. They may even have an
emotional attachment to it.

e In smaller firms, and in some cultures,
managers may not want to be forced to
fire loyal employees.

e And the knowledge that managers have
of their industry may not be usable or
applicable in the new activity that they
want to get into.

overstated
understated
cooked the books
understated

fraud
irregularities
audits

regulators

O ~NOO DW=
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45.2

45.3

46.1

46.2

46.3

47.1

47.2

154

1 no

2 $2 billion

3 assets

4 Because PriceWaterhouseCoopers were
the auditors.

5 yes

1. 8EC 4 TAS

2 FRC 5 GAAP
3 I0SCO

Over to you (sample answer)

There was recently a case in the UK of a
charity whose chief accountant was taking
money to finance his luxurious lifestyle. He
ended up in prison.

2d 3a Ag 5h
8i 9e
1 recovery

2 prosperity
3 peak

4 trough
5 contraction
6 expansion

1 boomed

2 overheating

3 soft landing

4 economic stability
5 recession

6 boom and bust

Over to you (sample answer)

Here in Spain right now, the business cycle
is bottoming out, with signs that things will
improve next year, when the economy will
pick up. But for the moment,
unemployment is very high, house prices
are falling by 15 per cent per year, inflation
is rising and the currency is falling in value.

1 £ 2 3 4 b 5a
6 c 7d

1 aregulator

2 a ratings agency

3 the real economy

4 light-touch regulation

5 deleverage

6 default

7 toxic assets

8 full-blown economic crisis

Business Vocabulary in Use Advanced

47.3

48.1
48.2

48.3

49.1

49.2

crash crash
default default
deflation deflate
deleveraging deleverage
regulation, regulator regulate
rescue rescue
stimulus stimulate

Over to you (sample answer)

In France, the credit crunch did not affect
us too badly. There was a slowdown —
economic growth declined for a while, but
there was no actual recession. Declining
demand for our products from Europe and
the US was partly replaced by demand
from Asia.

1e 2.¢ 3.f 4 b 5a 6 d

1 board

2 integrity, probity

3 professional misconduct
4 transparent

5 accountable

1b 2a 3a 4 a 5¢

Over to you (sample answer)

I'm writing about your company’s
continued pollution of our local river. This
has been going on for some years now, with
obvious effects on wildlife: there are dead
fish floating on the surface, for example.
Your company says that it wants to be seen
as a good corporate citizen, but your
apparent disregard for the environment
makes it hard to believe that you are
sincere in this. What actions will you be
taking to improve the situation?

stakeholder theory

social reporting, public relations exercise
social performance

stakeholders

social audits

Uk wWwh =

1 justice/welfare 4 programs
2 issues 5 responsibility
3 welfare



49.3

50.1

50.2

50.3

51.1

51.2

1b 28 3d 4 c

Over to you (sample answer)

In the tea plantations of southern India,
employers have from the beginning invested
in the social welfare of their employees by
building worker accommodation, schools,
etc. and ensuring that working conditions
are good.

carcinogen | — carcinogenic

discharge discharge |-

disposal dispose (of) | -

environment | — environmental

pollution pollute polluting

pollutant

recycling recycle recycled
recyclable

1 pollutants 4 discharged

2 recycled 5 carcinogenic
3 disposal
1 logging 4 renewable

2 deforestation
3 Opverfishing

5 greenwash

Over to you (sample answer)

In my area, they have started regular
collections of paper and glass for recycling.
More could be done to reduce pollution,
for example by charging drivers to enter the
city centre in their cars.

5 emissions
6 Infrastructure
7 infrastructure

1 global warming
2 greenhouse

3 storms

4 emissions

my carbon footprint

Carbon levels

climate treaties

Carbon capture / Carbon sequestration
The Kyoto protocol

carbon offsets

carbon credits

N ook W=

51.3

52.1

52.2

52.3

53.1

1 capture

2 offset

3 absorbed

4 emit, capping
5 traded

Over to you (sample answer)

I've tried to reduce my carbon footprint by
taking the train to work, rather than
driving. I fly less — it’s now realistic to go by
train from the UK to a lot of places on the
Continent.

1 stewardship

2 governance bodies, supervisory,
management, supervisory board

3 board, non-execs

remunerate remuneration
compensate compensation
reward reward
incentivize incentive
pay out payout
pay off payoff
bail out bailout
1 bailouts

2 compensation, remuneration
3 incentives
4 payoffs, payouts

Over to you (sample answer)

I work for a German company that has a
supervisory board, of whom a third are not
shareholders, and an executive board
responsible for the day-to-day running of
the company.

1 transparency

2 ethical investment fund

3 accountability

4 institutional investors

5 good corporate governance
6 activist shareholders
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53.2

53.3

534

54.1

154

ethics, ethical, ethically

transpareicy, transparent, transparcntly
accountability, acountable, —
environment, —, environmental
sustainability, sustainable, sustainably

rransparent
accountable
sustainably
ethically
transparency
sustainablce

h oo Wk

fe 2 3a 4d 5b

Over to vou (sample answer)

Companies have responsibilities other than
just making a profit. They should be good
corporate cinzens, encouraging good
relations not just with sharcholders, but
also with employees, suppliers, customers,
and so on,

Across

2 Third Warld

4 standards

7 rural

9 industriaiized
10 South

14 economic output
16 West

18 middle

Down

1 (Gross MNational
3 distribution

b product

6 prosperity

g8 GNP

11 tigers

12 less

13 MNorth

15 mcome

17 GNI

Business Vocabulary in Use Advanced

54.2

55.1

556.2

55.3

56.1

56.2

1 shipping costs

2 telecommunications costs

3 trade liberalization / free trade
4 free movement ol capital

5 protecrionism

6 interdependence

Qver to you [sample answer)

Some say that material development gives a
false idea about the staic of a country. They
look at ather factors such as levels of
happiness, satisfaction, etc,

1 foreign direct invesiment, capital flows
2 Capital controls

3 devaluarion

4 liberalization

5 instability

Poverty reduction

unsustainable

infrastracmre projecrs

stimulation of growth

Heavily Indebted Poor Countries {(HIPs}
the Millenniumn Development Goals

the International Monetary Pund {IMF}
and the World Bank

MmN h—=

ib 2¢ 3d 4 3 5 f 6 ¢

Over to you {sample answer)

Many argue that the debt burden of some
developing countries is so great thar the
debt burden musi be [orgiven. These
countrics are spending so much on debt
repavments that they cannot afford to pay
for education and healih services.

1 trade barriers, free trade
2 rariffs

3 opening up

4 protectionisim

5 dumping, quotas

1 false 4 true
2 true 5 truc
3 true

Over to you (sample answer]

Yes, T buy Fairtrade products because they
help small farmers around the world o
make a decent living.



57.1

Brazil Russia

GDP $1,845bn $2,089bn
GDP growth 3.7% 6.9%
2005-7
Foreign currency | $179bn $464bn
reserves
Main sources of agricultural hydrocarbons,
wealth products, but | especially oil
also natural and gas
resources and
manufacturing
Average age of younger older
population: getting
older or younger?

India China

population: getting
older or younger?

GDP $3,094bn $7,245bn
GDP growth 7.9% 10.4%
2005-7
Foreign currency | $266bn $1,528bn
reserves
Main sources of offshoring of | manufacturing
wealth services,

manufacturing
Average age of younger older

57.2

1 Basic goods

2 trade surplus

3 GDP

4 middle class
5 Foreign currency reserves
6 wealth level

57.3

(sample answers)

1 Because of its dependence on selling oil
and gas, whose prices and hence
profitability can vary enormously.

2 China and India produce manufactured
goods and services, whereas Russia and
Brazil export raw materials and natural

resources.

3 Because you have to consider the
productive, working population in

58.1

58.2

59.1

relation to the non-working section of

the population. If the latter is increasing,

the country is less productive.

4 Least developed country (1), developing
countries (6), newly industrialized
countries or NICs (3) and developed
country (1).

5 Plentiful raw materials.

Over to you (sample answer)
Spain is a dynamic country with a young

population. Its economic base goes beyond

tourism to much else besides.

Manufacturing and creative industries such

as fashion and cinema are two other
sources of its wealth, and will continue to

contribute to its prosperity in years to come.

5 humanitarian
6 seed money
7 disasters

1 aid agencies

2 famine, epidemic
3 crop failure

4 relief

development projects
seed money

pressure groups

tied aid

intermediate technology
economic development
infrastructure

~N oUW =

Over to you (sample answer)

No. A country needs long-term economic
development that goes beyond
humanitarian aid provided to relieve
immediate difficulties.

1 environmental damage, nuclear energy

2 renewable energy

3 sustainability, triple bottom line

4 sustainability, environmental damage,
depletion of natural resources

5 environmental damage, depletion of
natural resources

6 environmental damage
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59.2

60.1

60.2

158

vines: on outside of locker building —
insulation

paint: 22,000 sq metres — absorbs nitrous
oxide and processes oxygen

roof grass: reduces heat in visitor building
by 3°C

solar lights and panels: on streets and
buildings — panels produce 800 kw each
roadside flowers: absorb noxious emissions
waste heat: 50 per cent recycled in plant
landfill and incinerated waste: eliminated

Over to you (sample answer)

The world’s population will eventually stop
growing, thanks to rising living standards.
But will enough of the world’s economies
adapt to the sort of sustainable practices
described in the article in time? I'm
cautiously optimistic about this.

2 a distance

3 f hospitality

4 e punctuality

5 d task-orientation

6 b glass ceiling

7 e planning

8 c gestures

9 e working year, leisure time

(sample answers)

1 It decided to merge its Belgian and Dutch
operations.

2 You would think that these neighbouring
countries have similar cultures and there
would be no cultural difficulties.

3 The Belgians perceived their Dutch
colleagues as often pompous and rude
and not taking enough account of the
need to do things in Belgium the Belgian
way. The Dutch found the Belgians
bureaucratic, over-deferential to the
hierarchy before making decisions, and
disorganized.

4 Individuals in teams with an acerbic
personal style.

5 No, they may be down to individual
personalities and there are difficult
people in all cultures.

6 When people realized this, they were free
to challenge unacceptable behaviour.

Business Vocabulary in Use Advanced

61.1
61.2

61.3

61.4

62.1

Over to you (sample answer)

Here at the advertising agency where I
work, people like to think of themselves as
creative and independent, so they would
criticize colleagues who depend too much
on procedures in particular situations. We
are proud of our multitasking — we like to
be seen to be doing several things at once.
We spend a lot of time at the coffee
machine, but chatting like this with
colleagues is congenial and a good way of
coming up with new ideas!

1 b,ce

Noun Adjective

aggression aggressive

2 ad.f

confrontation confrontational

diplomacy diplomatic

focus focused

harmony harmonious

vagueness

vague

1 diplomatic
2 harmonious
3 focused

4 vague
5 confrontational
6 aggressive

1g 24 3d 43 5c
6 b 7 h 8 e

Over to you (sample answer)

In the Czech Republic, people are usually
pretty punctual. We like to plan meetings
well in advance and it can be quite difficult
to set up a meeting at short notice. We like
to arrive with the feeling that we are well-
prepared and with all the facts and figures
at our disposal. Czechs tend not to show
too much emotion within a business
meeting and there is limited body language
and facial expressions, but this doesn’t
mean that we’re not interested.

1b 2°h e 4 a 5d
6 f 7 c 8¢g



62.2 1 Avoid difficult/conrroversial/sensitive 63.2 1v
subjects, e.g. politics and religion. 2a
2 Treat business cards with respect. 3 an
3 Communicate appropriately, at the right 4 my
time, efc. 5 above
4 Proxamuty, eye contact, etc. 6 be
5 Be carcful with humour, r4
6 Deference / Forms of address. 8 the
4 on
62.3 1 approprate 3 inappropriate 10 the
2 mappropriate 4 appropriate 11 about
Over to you (sample answer) Over to you (sample answer)

Tn South Korea:

e Keep eye contact for half the time. Dont
stare at the person vou are talking to.

* Stand about a metre and a halt away.

To the Financial Services Authority,
London

lIelio. Your organization has been in the
Don'’t get too close. DEWS 4 lot recenlly, a.nd I'm wriling to
e Dou’t try to be ‘interesting’ by ralking as_k it you have openings for someonc
about difficult subjects like politics. with my b:_i‘ckground: I'ha.ve a Master’s
degree in Computer Science and was
recently made redundant from my job as
an [T specialist in the share trading
department at UBS, where I worked for
15 years. I have detailed knowledge of
how trading systems work, and I think 1
would be an ideal candidate 1o work in
the department ar FSA that deals with

= Trear more senior people with respect —
don’t use first names.

» Make sure that your business card is
up-to-date. Don’t make hand-written
changes to it.

¢ Don’t try to make people reveal
confidential commercial information.

63.1 illegal trading practices. ...
Ramesh Patel
Career goals 64.1 1h 2¢ 3b 4 h g d
Work as a TV reporter in an English-speaking 6 c 7 a
count
Skillsry 64.2 Emaill:d,c,hg

Email 2: e, by a, 1, [

Good team worker
Good communicator: abifity to explain

complicated ideas clearly ' Over to you {sample answer) L

Calm under stress, even in front of camera Dear Mg Karamanlis

Qualifications Thank you for vour enquiry about
2001-2002: Mastar's degree in Journalism, New employment at the Financial Services
York University. Dissertation:*A cornparative : Aurharity. The FSA is actively recruiting

study of braadcast TV in three English-speaking
gounlries; India, US, Australia”

1998-2001: Bachelor’s degree in Media Studies,
New York University

people for the area rhat you mention —
irregular share rrading practices. We
would like vou Lo attend our Canary
Wharf offices for an informal discassion

Experience on Tuesday 22 January at 3.30 pm. We
2002-now Assistant to TV reporters, Star TV, .
) would like you to prepare a short
Mumbai . . .
PowerPoinr presentation (10 minutes) on
Languages

your work ar USB — there is no need for
you to send the slides beforehand. Fls
could you confirm that you will be able

to artend? Many thanks. ...

Personal -
US natianality, born Brooklyn, 19 May, 1980

Bilingual English and Hindi

Interests
Boltywoad cinema, rock music
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65.1

65.2

65.3

160

description describe
analysis analyze
outline outline
explanation explain
examination examine
look look
breakdown break down
prediction predict
conclusion conclude

(sample answer)

I'll give a description of each energy source
and a breakdown of the contribution of each
source to the overall energy consumption of
the US. In the second part, I'll move on to a
more detailed analysis of the contribution of
each type of renewable energy, and try to
explain the situation of each one.

I’ll conclude by having a look at the likely
evolution of renewable energy over the next
50 years, and make some (risky!)
predictions about the future contriburion of
the different types of renewables, in relation
to the probable situation then of traditional
€nergy sources.

(sample answer)

Next come natural gas and coal with 22 per
cent each. Again, much of the gas comes
from abroad, but the coal is mined in the
US. Emissions that cause global warming
are of course coal’s biggest problem. In
fourth position is nuclear energy with 8 per
cent, with all its problems of disposal of
radioactive waste. But not far behind
nuclear is renewable energy, with 7 per cent.

Over to you (sample answer)

As you can see from the pie chart, at my
university, the most popular subject in the
languages department is English — just over
30 per cent of the students here study it as
their main subject. Next comes Mandarin,
with 25 per cent. In third place is Arabic,
with 15 per cent. Fourth is Spanish, with 10
per cent and fifth equal are French, Italian
and Portuguese, with just under 7 per cent
each.

Business Yocabulary in Use Advanced

66.1
66.2

66.3

1b 2 f 34 4 c 5d 6e

By 2050:

1 Electric cars are going to account for
more than half the cars on the road.

2 Climate change will not have had the
effects predicted today.

3 Population growth should have levelled
off.

4 Nuclear energy might represent 30 per
cent of energy production, unless there is
another big nuclear accident before then.

5 Attitudes to personal consumption may
have changed enormously.

(sample answers)

2 Climate change might have had bigger
effects than those predicted today.

3 Population growth may not have levelled
off.

4 Nuclear energy will not represent as
much as 30 per cent of energy
production — more like 10 per cent.

5 Attitudes to personal consumption will
stay the same.

Over to you (sample answer)

Accountancy will probably see some big
changes over the next 30 years. Computers
will probably have a much bigger role,
analyzing figures and spotting trends. This
will make accountants more productive.
However, the human element will still be
very important. The relationship with
clients might become more difficult, as,
following the credit crunch and cases of
fraud in 2009, governments may put more
pressure on accounting firms to spot signs
of problems before they become serious.

Portuguese
7%
f0

Italian
7%

English
30%

Arabic
15% 25%

Mandarin



Index

The numbers in the index are Unit
numbers, not page numbers.

abandon /a'b&nden/ 23
ABC approach /,erbi:'si: o'praut [/
8

above board /a'bav bo:d/ 48

absorb /ab'zaib/ 51

account for /a'kaunt fai/ 65

accountability /3 kaunta'bilati/ 48,
52,595

accountable /a'kauntabal/ 48

accounting irregularities
/a'kauvntn 1,regja’leratiz/ 45

accruals method /a'krualz ,;mefad/
39,42

accruals principle /a'kruslz
Jprinsapal/ 39, 42

acerbic /a'sarbik/ 60

achievement /2't[izvmeant/ 3

acquisition /,ekwr'zifon/ 19, 44

acquisitive /o'kwizitrv/ 19

act with integrity /akt wid
in'tegrati/ 48

act with probity /ekt wid
'pravbati/ 48

action /'ekfon/ 14

activist'shareholders / @ktivist
'[ea,hauldaz/ 53

activities /&k'trvatiz/ 25

actualizer /'&kt [alaiza/ 25

adapt /o'dept/ 28

adaptable /o'deeptabal/ 62

added-value / ;edid'veelju:/ 18

admin /'&dmin/ 1

advanced economy /ad,va:ntst
1'konami/ 54

advancement /ad'vamtsmant/ 3

advertising /'eedvataiziy/ 22

aesthetics /i:s'Betiks/ 12

affirmative action /2'fa:mativ
'‘®kfan/ 11

after-sales service /,aiftaserlz
'sarvis/ 22

ageing population /'e1dzig
.popja'leifon/ 57

ageism /'erdzizom/ 11

ageist attitude / erdzist 'etitjuzd/
11

agent /‘erdzant/ 28

aggressive /a'gresiv/ 61

agricultural products
l,grikalt foral 'prodakts/ 57

aid agency /eid 'erdzantsi/ 58

alternative energy source
(a1l tamoativ 'enadszi sais/ 50

amortization /a,mo:tar'zeifan/ 40

amortize /a'mortaiz/ 40

analogies /a'nzelad3iz/ 34

analyse the data /‘®noalaiz 82
'derta/ 24

annual report / @njual ri'pa:t/ 38

anticipate /&n'tisipert/ 21

anti-virus program / &nti'vairas
Jpraugrem/ 35

appeal to /a'pizl tai/ 25

applications / @plh'kerfanz/ 21, 32

apply for certification /a,plar fa:
sartifr'kerfan/ 13

appoint /2'point/ 28

apps /aps/ 32

Asian tiger / e1zon 'taigal 54

assembly line /a'sembli lain/ 29

assembly plant /a'sembli pla:nt/ 29

assets [‘msets/ 16, 37, 41, 43

associate /a'saufiat/ 27

at the top of the market /&t 02
top av 0o 'mazkit/ 47

attack a market /a,taek 2 'makit/
16

attitude /"@titjud/ 22

attractive /a'treektiv/ 19, 20

attractiveness /a'traktivnas/ 33

audit /'ordit/ 45

auditor /'a:dita/ 45

auditor rotation /,2:dita ra'terfan/
45

authoritarian /,0:0or1'tearion/ 2

automated warehouse /,o:tomertid
'weohauvs/ 29

autonomy /o:'tonami/ 6, 61

B2B (business-to-business)
/\biztu:'biz/ 36

B2C (business-to-consumer)
/ birtu:'siz/ 36

back office outsourcing /baek ofis
'autsarsig/ 31

background /'bazkgravnd/ 11, 63

bad debrs /bad dets/ 40

bail (sb) out /'beil aut/ 52

balance sheet /'beelons [ist/ 38,
40, 41

bandwidth /'bandwit6/ 32

banking crisis /'banki kraisis/
47

basic goods /'beisik gudz/ 57

be chained to a desk /bi 'tfeind ta:
o desk/ 1

be snowed under (with sthg) /bi
snaud 'anda/ 1

behavioural data /b1, hervjaral
'derta/ 24

behavioural segmentation
/bi,heivjaral ;segmen'terfan/ 25

believer /br'lizva/ 25

benchmark (sb) against
/'bent fma:k a,genst/ 15

benchmarking /'bent fmatkig/ 15

benchmarking exercise
/'bent f[ma:kiy 'eksasaiz/ 15

best practice /best 'praektis/ 15

Big Brother /big 'brada/ 35

billing /'bilig/ 31

blocs /blpks/ 56

blog /blng/ 33

blogger /'blnga/ 33

blogosphere /'blogasfia/ 33

board member /'bo:d ;memba/ 52

board of directors /ba:d av
dr'rektaz/ 52

boast /baust/ 60

body /'bodi/ 45

body langnage /'bodi lengwidsz/
60

bond /bond/ 38

bond market /'bond ,matkit/ 38

bondholder /'bondhauvlda/ 38

bonus /'baunas/ 52

book value /'buk ,valju:/ 40

boom and bust cycle /burm an
'bast satkal/ 46

booming /'buimiy/ 46

borrow /'borav/ 38

borrowing /'borauig/ 46

bottom out /'botam auvt/ 46

boundary /'baundri/ 6

BPO (business process
outsourcing) /,birpirtau/ 31

brand /braend/ 27, 40

brand awareness /braend
o'weanas/ 27

brand differentiation /braend
(difsrenfi‘erfan/ 27

brand dilution /braend dar'lu:fan/
27

brand equity /breend 'ekwiti/ 27

brand extension /braend
ik'stenfan/ 27

brand identity /breend ar'dentati/
27

brand image /breend '1midz/ 27

brand loyalty /brand 'loslti/ 27

brand positioning /braend
pa'zifenig/ 27

brand recognition /brand
rekag'nifan/ 27

brand stretching /braend 'stret [1n/
27

branding /'br&ndiy/ 27

breakdown /'breikdaun/ 6, 12

bribe /braib/ 48

BRIC countries /'brik kantriz/ 54

BRIC economies /'brik 1,konamiz/
S

bricks-and-mortar outlet
/briksen'mo:ta autlet/ 36

bring a product to market /brig 2
Jprodakt ta ‘markit/ 20

broadband access /'bra:dband
&kses/ 32

browse the Internet /'bravz da
Jntanet/ 32

bubble /babal/ 33, 47
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Lubble bursts Mabol bosts/ 33,
47

budget deflicit /| badzrt 'defsit! 46

budget surplus /badzit 's3iplas/
44

huiid a competitive advangage -
fbrld o kom'petritv ad'vasnttdzd
18

burcaucracy /bjoa'rokrasi! 1

burcaucraric ¢/ bjoara'kratiks 20

burn-eut Mznaul 6

business vontinuity plan !bizins
kontznjumtl plaen’ 21

business cycle Stzns satkalf 46

business Functions Mhzns
fankfonz 31

business maodel {'brznis mndal/
7,37

business process ontsourcing
{BPCH /brznis prouses
autsosg’ 31

business results /M bazaus rzalls! 14

business-w-business {B2B)
/ brzmista'brzius/ 36

businews o cousumer (B2C)
/ brznistakan®sjuima/ 36

buy in /baz m/ 29

buyer Fbara/ 18

buying habits /barmy *hebnts! 26

candidate 'kaendidat! 7

cap fkeep! 31

capabilities / keipa'bilatizi 7, 31

capaary /ko'paesoti/ 43

capital controls Mkaemial
kon'travlz/ 55

capital flowes “kapital flous/ 55

captive plant /kiepliy plami/ 29

capture ['kaeptfal 51

carbon capture S'kuzban Japlfo/
51

carben credils Mkatbon kredits/
51

carbon dioxide /Mkarban
da1nksaid/ 51

carhon footprint f katban
"Hutpent! 51, 53

carbon levels fka:ban levalz/ 51

carhon offsets /'karbon nfsets/ 31

carhon seqnestration / Katban
Sitkwes'trerfan/ 51

carbon trading Skasben 'treaduy/
51

cacbon neutral / katbon 'njutialf
31

carcinogenic / karsina‘dzenik/ 50

carger ladder /ka'rta 'leedaf 3

career mova fka'tia marvf 4

carry an item /'kKart an artam/s 40

cash ke [/ 40

cash inflow /ka:[ 'mflauf 42

cash outflow k| *aviflaw 42

cashflowr f'ka:Jlau/ 43
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cashfiow problem /'ke)flav
rroblamy 42

cashflow statement /'ke[flav
stertmant/ 38, 42

central bank /'senlrol buegk! 46

CEQ (chicf cxecutive officer)
Jsisiz'aud 52

CFO (chief finance olficer)
! sizef'aw 38

chaebaol M ferbal/ 19

Chainuan Mt feaman/ 52

cnairwoman /'t feas woman/ 52

challenging /'tJalimdzim! 63

charpe /tJuidz/ 40

chat room /L Jwl ruun/ 24, 33, 34

chicf cxcounve officer (CEQ) Afidf
1g9'sek jotv nfisaf 52

chief finance officer (CFOY AL
famneens nfisa’ 38

child [abour ftfald Meibaf 49

churn /tfam/ 23

civil liberties M'stval 'Ithatiz! 35

clicks-and-meortas outlet
/kliksan'mo:ta autlet! 36

client contact Klarant 'kemtake! 1

climate change /Mklarmat tfemds/
AR, 49, 50,51, 59

climare treary Sklatmat trizti/ 51

cluster /'klastal 24

coach /kaut]! §

coachee kao'ifif §

coaching /'kaotJuy 7,

code faud! 35

code of conduct fksud av
Londakt/ 43

gode of ethics kaud ov 'efiks! 48

COGS (cost of goods sold) kogz/
39

wollabarate on fka'lebarert on/ 54

vollabetation ks, leba'retfan/
33, 34

callaborative siee /katleharattv
sait/ 34

coillect the daza 'knlekt do 'derta/
24

collective ntelbgence /ka,lektiv
mn'tehidzans’ 34

combination / komby 'neygary 34

come up with /kam ap w1/ 1

commitmerr /Ka'miimant! 7, 3,
14, 16

commodity fka'modati/ 36

commen panpnse / knmom 'pamas/
9

cormmmupnication /ka,mjumni'ker]on/
22,2333

commute /kamjust/ 1

commuting ka'mjuztg’ 6

comparny inuwanet Mkanponi
'‘mtranet/ 34

compensation [or contrbution
! kompan'setfan fa
Jonter'bjuifon/ 7

competing kain'piztiy’ 17

coinpeting bids kempittg 'brdz!
17

competing afferings Acampitin
‘pfarmz/ 17

campeting products ampitm
prodakts/ 17

competing suppliers /Kampitin
sa'platazf 17

competing technaologies kampiiliy)
tck'npledsiz! 17

compentve deam pelilivy 17

competitive advantage
fkam petitiv ad'vamtids/ 17,
18

competitive benchmarking
dram pettirv 'hentfmarkmy/ 15

compentive edge Joom petttry
'edz 4,17, 31

camperitive forces kam permiv
'towsrz 18

competitive position fkom,petitiy
pa'zifany 17

competitive pressute /kam peliliv
‘prefa’ 17

competitive price /kam, petudiy
‘prausf 17

competitive product ks, petitrv
'‘prodakts 17

competitive strategy /kom,petitv
"streetadszif 17, 13

competitive threal /am petitiv
'Bret/ 17

" competitor /kam'petital 17

complerer kam'phistaf ¢

compaonents /Jkam'patnantsd 12,
29,30

computer chip /kam'pjucta thip/
32

computing costs Kom'pjuztip
knsts/ 54

computing power /kam'pjeLiy)
puual 32

concenaie on Skousantred b
19

concentrated Mkonssntreriid/ 19

confidentiality ¢ konfdenfi'=lati/
25,2435

confirm /an'fzm/ 64

conflict of mterests / knnflikt ov
‘introsts/ 45

conformance to specification
/anfxmans ta spestfrkerfan/
12

conformity ro specification
Kanfarmnti ta spestfr'kerfon/
12

confrontational / konfran'tei[enel!
61

congenial Skon'dzimisl/ 60

COLSCLENLOUSLIESS
S kont Ji'ent fasnas/ 10

vonsistency /ran'sistantsy’ 12



comsortium e-markerplace
fkanszortiom ir'markriplers/ 36

consarute Mkpnstiijwtf 63

constrainer Jkan'strems’ 10

consult Jkon'salts 3

consultancy service /kon'saltansi
sarvis/ 4

consultation / konsal'terfanf 2, 5

consumer behaviowr /kan, sjuima
bt'hervial 26

consumer borrowing /kan sjumma
'borouin/ 46

consumer profile /kan,sjuims
'pravlal! 26

consumer spending /kon,s juins
'spendig/ 46

contact f'kontekt/ &0

containerization
/kan,temarar' zexfon/ 54

content Skontent/ 34, 37, 50

content provider / knntent
pravs'vardai 37

contingency plan fan‘tind3onts
plen/ 21

contnual improvement
/ken,{injual im'pruivinants 13

comract (vifken lrwkls 46

comtraction /ken‘trek [an! 46

contraclor Jeon'frakeal 4

comvertience foon'vinians/ 23

converge kan'vardz/ 21

conversion fan'varfan/ 25

convertibility /ken, vaita'hilati! 53

convertible /Ean'vartabal/ 55

coak the hooks Mk da hoks/ 45

cooperation Jkais ppa'reifan/ 10

oo-operative Skati' nparativ! 56

coordinatar Jkau'admema) ¥

copy-protecred ! knpipra'tektid/
1 ’:‘

copyright #kopi,ratt/ 37

copyright protecnoon "kopirast
pratekfanf 37

copyright thefr /'kopirait Beft/ 37

core acovicics fkomr wk'tivetiz/ 4

wore business /ko: 'braus/ 12

wore competences ki
kompiiansae’ 31

vore cumpetencies kot
komprransiz 31

core competents /B 'kompiranes/
]

corporate baard feamparat had/
52

corporate cinzen /korparat
'siLizan/ 48

corporatg collapse Mkotparst
ko'loepy/ 45

corporate culture / kotparat
kaltfal 31

corporale govemance /katparat
'gavanans/ 52, 33

d

corporate intranet /koiparat
"mirepct/ 34

corporatc social responsibility
{CSR} fuo:parat saufsl
L sponsa‘bilati! 48, 50

corporale sustainabiity Mkomperat
sa stema'bilatiy 53

corporation tax / kampar'er[an
teekss 39

corruption Ja'rap[an/ 48

cost beadership /knst “Rdams 18

cost of goods sold (COUY) /kpst
v gaxle "sooldd 3%

cost savings /kost 'serviyz’ 31

cost-effecdve / kosti'fektre! 4

crash ‘kref/ 47

create brands /kri'ent breendz/ 27

creative {adj) /kdi'ertiv! 20

creative (n) fkri‘entrv/ €

creativity / krizer'trvati/ 1

creatow fkri'ervad 37

credit crunch Mkrednt krantfr 47,
54

credit periad fkredat prariad/ 42

credit terms Skredst t3imzd 42

creditor Mereditsf 41

crisis Mkruss/ 21

¢Tis1s managemcent plan fkranss
‘maendsmant plen’ 21

criteria Skran'tesiod 7, 13

CRM {custommer reladonship
anageneent) /,siaw'em/ 26

CRM software package /siiairem
'softwea pekidz/ 26

{RM solutons fsitamem
sa'lofanz/ 26

crop failure “keop ferlja’ 38

crass-horder capiral flows
krnshada ‘kapntal flasz 55

crowd intellipence /kravd
m'telidzans/ 34

crowdsourcing Mkravdsasigd 34

CSR [corporate social
responsibility? / siics'ad 48, 30

cubiural differences /kalt faral
‘difgronisiz/ 10, 60

culture Mkallfa 7

culture ingervendior: fkaltfa
JInta'ven[aw 7

currency [karonsi/ 46

current assers fkarant '®sets 40

current labilities fkarant
fara'hilatizf 41

current trends /karenl (rende 4

currently fkarontiy’ 835

custorner allegiance JKastamar
a'livdzaurs! 23

customer and procduct fkastemar
an 'prodakt/ 53

custoiner appeaval Skastamer
s'prutvalf 12

customer base Mkastama bers! 23

customter cost Skastamy knst/ 23

Business Yocabulary in Lise Advanced

customer defection /'kastoma
difekon’ 23

customner delight /kaslama dihul/
12,23

custorner dissatisfaction /'kaslemna
dissetrs fek [fon/ 23

canstaaner expectations Ckastomar
ekspek terfanz/ 12

customer experience (kastomar
tk sprarions/ 22

customer facus Fkastama faukas!
23

customer lovaly /'kastems
ot/ 23

custorner orienvagion Skastsmar
wrieterfon! 23

customer relationship managenient
{CRM) Mkastoms cor letfan]tp
meenrdzmant/ 26

custamer retention kastama
T tenfan! 23

customer satistaction /kastama
satis faekfan/ 13, 14, 23

customer solution Mkasrams
s3,lurfond 23

customer-facing services
fkastamoafersm ‘samvrstz’ 31

cur-throat competition /katBraut
kompas'tifan/ 17

cybercrime /saibakramm/ 33

cybereriminal /'swibakr mmsl! 35

damage the core brand /dezmuds
da ko1 breend/ 27

data analysis /'desta 5 melasts/ 26

data management /'derta
menrdzmant/ 26

data mining /'derts mamm! 26

darta protection /'dexta pratekan/
16

data warehouse /'de1ta weahais/
26

data warehousing /'derta
‘wishacziy 26

databasc /'deitobers’ 26

dealings /dizhpz 48

diebt burden Jfdet ‘bs:dan/ 35

debt {orgiveness /def [9'givoes! 5§

debt load /'det laud/ 53

debt reduclion programme fdet
1 dak[an 'prsoyrem/ 55

debi relief /'det rli:ly 55

debt rescheduling /det
ot fedjuzlf 55

debt restructuring /det
riztstraki [arm/ 55

debt service M'det saivis/ 55

debtor Mdetar 40

deciston-making process
fh'sizonmetkin provses’ 2

decisivencss /di'sarstvnas/ 10

decline /di'kban/ 46

declining birth rate fdgddarmy
o cert! 57
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defanlt /dr'falis 47

defanlt on fdi'tazit on/ 47

defect {n) 'dizfekef 12

defecr (v} idir'fekct/ 23

defecrs per million ¢ dirfekrs pa;
mljan/ 18

defend a market /difend » 'markut/
16

deference Mdefarans/ 60, 62

deferential / defs'ren]al/ 60

define the problew fdh'faun 3o
'prpblay 24

define the research abjectives
fdi'famm 8a rr'ssit] ab'dzektivzy
24

deflation /di'fleifan/ 47

dcforestation /dir forr'sterfan/ SO

dclegare fdeligent/ 3

delegaton ¢ delr'ger[and 3

deleverage /diz'lizvardsf 43, 47

Delphi method /*delft medadi 21

demvand Ar'uoind? 47, 57

dewmographic / dems grefiks 25

demographic cleanges
! dema'greefik 'tfeindziz’ 11

demograpliic segmeniaiion
{ dema'graefik segmen'terfon/
25

demagraphics / demau'graefiks/ 57

denial of service attack /dinaral av
'sarvis otaekd 35

depletion of natural resources
fdi'plizf=n ov 'nact faral
r'zysiz’ 5%

depreciale /dy'prizficit! 40

deprecialion /di,priz[Teifan/ 39,
40, 42

depression /dr'prefan/ 16

de-stress /diz'stres/ 6

detailed proposal / dizterld
pro'pacizal’ &1

devaluation / ditveelju'erfan/ 55

develop the research plan fdi'velap
o ri'satt] plen 24

developed country fdr,velapt
‘kantri/ 57

developing country J/di,velaprn
kaniny 54, 37

Jdevelopment atd /di' velapmont
erd/ 5%

development process
Sdr'velopmant prauses/ 20

develapment project
/dr'velspment prodzekt/ 58

ditferentiate / dife'ren et/ 25

differentiation / drfsrenfi'ezfan/
1%,27

digital rights management {[JRM)
Sdudzetal raits manidzmant/ 37

digital watermark /didzital
‘wartamek) 37

digitalieed Fdidzitalaiad/ 37

digitized "didzrtacel/ 37

Business Vacabulary in Use Advanced

dignity at work policy /dignati ot
"wark polnsid 11

digressions /dar'gre[onz/ 61

diplomacy /di'plaumasi! 61

direct approach /direkt a-prout[/
61

direct expore /direke 'ekspoits 28

direet investoment fdirelct
n'vestment/ 28

directive dr'rektesr 30

dishand /dis'bend’ 8

discharge Mdistfaids/ 50

disciplinary procedure
! disa‘pitnari prousiidza/ 2

discipline Mdzaplin/ 2

discriminate against /di'skrimmert
a'genst/ 11

discriminarory /dr'skrominatariy
11

dismantle /di'smantslf 30, 56

disorganized fdi'soigenuled/ 60

dispusalbile income /dispausabal
gkt 16

disposal fdi'spouzsl/ 19, 30

dispose of Mdi'spavz av/ 19, $0

dispose of waste /dispauz ov
‘welst/ 50

dispuie resalution /digpjut
rezatifan/ 10

dissarisfaction /dis seetis'fekfond 3

dissertation / disa'telfan/ 63

distance SdisLans/ 60

distribute / dister'bjut/ 44

distribudon /,distr bjusfan/ 29

disaibudon channel
Adistribjuifen tfensl 22

diverse worklornce /darvars
'waikfms 11

diversizy rdar'vaisati/ 11

diversizy imtintive /dat'varseti
a1

diversity management /dat' varsari
mznidzmont/ 11

diversity programme /dar'vasarf
Jpravsgrem/ 11

diversity statement /dar'varsati
Ssteitmeant) 11

diversity strategy fdal'vsisatl
sirwladzi 11

diversity training /darvaisati
tremm/ 11

divest /dar'vest/ 19

divestmuent tdar'vestmant/ 19, 44

dividend dividend/ 38, 39, 41

dividend payout / dividend
‘petaut) 44

dividend per share ‘dividend npa:
'[eaf 39, 44

DJSI Stoxce / dirdseoies ‘an stoks/ 53

DJSI World / dizdzeies'ar wasld!
53

Doha ound 'davha: raund’ 56

dutninate domrneit/ 20

dominatc a market /domunert @
‘mazkits 16

donor country /dauna 'kantri/ 58

dotcom bubble /dotkpm 'babal!
33

Dow Jones Suscainability indexes
fdau dzaunz sa stewna'bitati
indeksiz/ 53

download /davntisud/ 32, 37

devmshift “davn it/ &

draw comelusions fdiep
kan'klzanz: 24

driver Mdratva/ 10)

DEM (digiral rights management)
fdizamr'em! 37

drap out /drop aut/ 20

droughrt /draot/ 31

dual natienality /'djussl
gnaefanwlaly 43

dump /dampi 56

earnigs /'smnmz 39, 413, 44

earuiugs Ler shaure (EPS) fanunz
pa: 'Tea/ 39, 44

earthquake Mafkwerk’ 58

EBITDA (earnings belore
interest, fax, depreciation and
amortizadian) /izbit da/ 43

eco-friendly /Mkau frendi/ 50

e-commerce M komas! 36

e-cornmerce application /i knma:s
aplikeifan’ 36

e-commerce platform /i komas
pletfnm/ 36

e-voinerce portal /A:'komess
Jpaitalf 36

e-codunerce site Jfif'komats sant/
35

e-commerce sottware A:'Kom21s
snfwea’ 56

e-commerce solation Ar'komars
salusand 36

economic bubble / jtkanomik
'babalf 47

economic ovele /itka'nomik
'saikal! 46

ceonomic development
Jikanomuk di'velapmant/ 37,
58

sconomic foundaiivus / itkanomik
favn'detfonz/ 57

seomomic growth J itkenemik
‘aravtf §, 46

aconomic outpt / 1tk nomrk
'autpuis 34

econondc stability /ks oomik
sta'bilati/ 46, 57

ecomamic valie / itka'momik
'waljuy 59

edir Medrt/ 33

educarion /edzikerfan/ 11, 57

EEA (European Economic Area}
fii'erf 536



efficient A'fsfanti 22

effluent Setluant/ 50

ctfort—reward imbalance fefat
ri'wod imbzlans/ &

EFQM Excellence Modcl
Arefkjuiem ‘eksalans modali 14

e-fuliibnent firful'flmont/ 36

El {emotional inelligence] A/
10

elect-onic reader / efek'trontk
'rrdal 25

clectronic trail Jefek tromk 'trerl!
35

electronic watcrmark felek tronik
'wortataks 37

elimivaon of variazion
Almmerfan oy veari'sifans 12

e-markerplace fir'makitplers’ 36

emergency relie] /imazdzensi
ri'tiaf/ 58

emarging econny /i3
U'kenami’ 57

emerping industry fimadzim
"ndastrif 20

cmissions 1'mifanz’ 51

CEt /1'EY 51

ernutional /1'maufonal’ 10

ernotional comperencics
A 1uou]onal 'kompilansiz’ 10

ernotional intelligenee (ED
Aoeufanal m'lelidzans 10

amotional yuotient {EQ)
Amaufanal kewaufaut! 10

empathy Mempebi’ 10

emplayabiliey fim,ploa'biitis 4

emplayable /im'plaaball 4

employes jun'plany 2, 5

employes involvernent /mploi:
m'volvmant/ 12

employment and community
Am'plormant an ka'mjicnatid 48

cmpower fimipatay’ 3

cmpowerTnent /im'passmant/ 2, 3

cnabler /T'nethla/ 10, 14

COCOLMEAZE COMPEntion An,karids
kpmps'tifan/ 17

eucrypt An'knipty 35

eucryption /m'kopfen’ 35, 37

endanger /in'deindza’ 48

engazement /' gerdsmant/ &

enhance brands /in'hains brendz/
27

enquire Ankwaral 64

cnquary fin'kwarari! 4

chrich a database fm'rief o
‘dentabeors’ 26

euteant S'catrant’ 19

vonvironment /n' varsnmant, 18,
48

environmental impact
Aavanrsnmentsl ‘mpeki/ 59

enviconmenlal issues
imvarren,mental ‘tforz’ 50

environmental management
Anvairan,mental 'maEntdzmant/
13

environmental pollution
finvairon meniai pa'lu:[on/ 48,
50

environmental prowection
Aavauean menial pra'lekfond 48

envirowrsental regulation
Anvatvan mental regj="te o/
50

environinenial ealue
finvarean mental 'valjur 3%

environmentally sustainable
fimvairon meni 2l sa'stematal/
13

epidemic /epr'demuk)’ 58 ad

e-procuremeni Aipra‘kjvomant/ 36

EPS {zarnings per sharc) / lipiz'es/
39,44

EQ (emumtional quedient) d:'kjo!
10

equal basis / ikwal "beisis! 61

equanl oppartunities / itkwal
npa'Tatiz/ 11

equal opportimities palicy [ tkwal
opa'TRmatiz. paiasid 11

equality /T'kwnlatif 11

cstablish fi'stzbliff 20

cstablish a foothold in a market
JLstzbiy o 'futhauid in o
Jowkit/ 16

establish a tochold in a marker
Astxbhf o 'tsubeuld m 2
Aok 16

Esuimate Talk Estitnate Mestunst
tork 'estimat! 21

ethical behaviour /eBrkol
hrherviel 48

ethical dilemma / etikal dai'lema’
48

ethical investment fund / etitkal
Y vestmant fand/ 53

ethical issue felrkal ¢/ 44

ethical lapse /.elikal 'leps/ 48

cihical stance /, efhikal 'stams’ 48

cthical standard /,cB1kal 'stendad’
48

ethically managed company
febrkoll meentdzd kampanif
53

ethics Mebiks/ 48

echnic minority / eBnik mar'noratif
11

ethnicity Jefi'nrsati/ 11

Ewropcan Economuc Arca (EEA)
Jjusra,ptian j:ks'momik ‘earia/
56

evaluate outcomes A veeljuell
wotkamz 14

evulve /i'volv/ 21

exceed expeclations Ak'sizd

ekspek'terfanz/ 12, 23

exceptional items /ik sep onal
'artamz’ 3%

exchange rate /iks't femds reit/ 46

exchasive agent Jiks klusiv
‘erdzant/ 28

CHECUTIVE COMPEnsation
/ig,zekjotiv kompan'serfan/ 52

exceutive director /g, zekjstv
darrckta’ 52

eecutive education /g, 7ekjotty
edzu'kes[an/ 7

executive pay f1g zekjatiy 'per/ 52

eRECUTIVE remuneralion
frg,zekjativ rimjpuine'rerfony
52

cxpansion fik'spenfan/ 46

cxpectation pap /ekspek'terfan
gaEps 45

expectatons / ekspek‘terfanz/ 23

expericncer [kspiariansad 25

experimental research
Akspenmental re'sartfr 24

experiise / ckspar'tinal 31

export Sik'spait/ 50

exporl wanager Mekspal
Jmenidso’ 28

encternal tactor /ik stamel 'fekis/’
18

external social networking site
Ak'stamnel 'saufal ‘nerwatkin
sant! 5%

externalization
Ak stamnalar zerfan/ 34

fab planc /f2b plamts 29

factory Makrori/ 29

[air trade /ca ‘treid? 56

Luirerade mark Hea'trerd mazk/ 56

Fall beluw expectations /ol b Jaw
ekspek'tes fanz! 23

talse accounting fo:ls o'kaunliy
45

family-owned businesses
Memalivund 'brznmsiz 19

tamine /'femm/ 5%

farm onr Hoim 'aut? 31

FASB {Financial Accounting
Standards Board) / eferes'biz/
45

lat cat et ke 52

fault forle 12

FDI (foreipn direct investmene)
Jefdi'ar/ 55

teatnres {n} /'t foz/ 12

feedbhack /Mfisdbek) 7

ferecious competition /fa, ratfas
kvmpa'ttfan 17

ficree competition fMras
Kkompa'tafon/ 17

file sharing /Fail 'fearmy/ 37

lnance /{amans/ 38

[iuance deparunene /Mfamans
dr patupm) 38

Business Vocabulury in Use Advanced
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finances /lamensiz 38

finandal lai'nanfzl 3%, §3

Financial Accounting Standards
Board (FASB} fTwinanfal
akauntm "sleendade bo:df 45

financial bubble /fay,nen] 2]
"habal! 47

financial marker #ar nenfal
‘mazkit! 46

financial performance far,nwenfal
pa'[omiany 358

financial reportng Jan,narnfal
rr'portigf 33

Financial Reporting Coundail
(FRC) Har,neen]al n'poim
Javnsal/ 45

financial vesults far'nen sl
rT'zalral 38

financial statement /e neen fal
‘sterrmant 38

financial vear ffar nsenfal 'jia/ 38

financier Aarnaensia/ 38

financing Mamaensm/ 38

Amished goods /Tt "godz? 30,
40

firewall faawoilf 35

[irst mover advantage Farst
Jmurvar ad vamtbids/ 20

fit fow purpuse £ il [o 'papas/ 13

fit intervention fit uota'venfan/ 7

fixed assets /fikst 'msets! 40

flagship brand Mleeg[tp brend! 27

flexibility / tleksr'biiari/ 1

flexible jobs market / fleksibak
'dzpb mazkn/ 5

flexdble working /,fleksthal
'witkin/ 5

flood iad! 51, 338

fluenc Mluzent/ 63

focus () M'Esukay! 18

mocus group Mfeukes yrup/ 20, 24

tollower Molswa/ 20

torecast /Mforkast/ 21

foreign cnirency reserves / [omin
'karangi n,zarvz/ 57

foreign direct investment (FDI)
{formn direkt m'vestmont/ 55

foreipn exchange crisis / form
iks't[cindz kratsis/ 55

forming /' fo:mm/ 9

lormulate strarcgy / formioler
'streetodsi/ 16

Lorum Moramd 33, 34

Lorward ow Marwad 'Hau! 30

lossit Tuel Mosal Fusl 51

toster creativity / fosta
krizer'trvati/ 20

foster innovanon / fosta
Ana'verfany 20

four Cs Ko: 'sized 23

four Ps fo; 'pirz 22

fragmented /rey'mentid/ 14

framework Mfroimwsk/ 14

Business Vocabulary in Use Advanced

frand Jfroid/ 45

FRC (Financial Reporting
Council) / cfus'siz/ 43

free movement of capital [[n:
muivinsnl av 'kepital! 54

free trade Aris trerd/ 54, 36

free trade areas /Ari: trerd 'eoriaz/
Sa

treelance /Mrirtama/ 4

freelancer Mfrizlamnso’ 4

from cradle to grave /fram
'kreidal La grervd 30

front office outsourcing frant
ofs 'aotsomsiy 31

FTSE4Goud Autsila'yud/ 53

Full conribution Aul
Jontr'bjusfon/ 61

[ull report and accounts ful
rrpant and o'kavnts/ 38

full-blown econamic ceisis
fLfubblaon itka'nomik krarsts!
47

funetional henchmarking
£ fananal 'hent [moskig/ 15

funcrions /'fank|anz’ 3

futurist Mjust[orsed 21

futurologist / fjust[>'reladzist/ 21

futurology /fjust[a'mladzi/ 21

GAAT (Generally Accepred
Acvounting Pringiples)
Jdzieter'piy 45

GAFTA (Greater Arab Free Teade
Area) /'gfta Sk

gallaping inflatian Mgaelapm
m'tlesfan/ 47

GIDP {gross domestic prodoct)

1 dzidiz'piy 34

GUI groweh /dzidiz pit 'groedl 57

GDP por capira fdzi:diz pi: par
kepuisf 54, 37

gearing fgiang/ 43

gender sterevtyping /dzends
'sterisrtarpiy/ 11

yeneral expenses / dzenarsl
1K 'spentsiz/ 39

Generally Accepted Accounting,
Principles ((GAAT) / dzenarali
ak septrd s'katintin  prinsapalz’
45

generate /'dzenarert/ 42

generate cash Sdzenaren 'kxj/ 43

gencrate cashflow /,dzenarert
ko 43

generais revenue / dzcnarert
‘revangay 33, 37

generic brand /d3a nerde ‘brend/
27

generic standards /dzanertk
‘stendadz/ 13

generous fdzenarasf S8

sesture f'dzest{af 60

ger off the point /get of 89 'pomt!
61

get on well with /get oo wel wid
1

give notive /gIv 'asolis! §

glass ceiling /glazs ‘sidigs 11, &0

glohal hrand /'glauhal heend/ 28

elobal economy /,glsbal
r'konomi/ 34

global ecosystem ¢ glatbal
'itkau,sistam/ 59

global offcrings / glaotal 'nfarmz!
28

Clobal Posidoning System {GPS)
faksubsl pa'afony sistam/ 32

globul tewnperatures /,ylaubal
'temupratfaz! 51

global warining / glaubeal ‘wanmuy/
50, 51

elobalization / glaubalar'zer fan/ 54

globahze /'glaubalarz/ 31

glocalization / gloukalar'zerfon/ 28

ghat rgiat! 36

(NI (gross national ineome}
! dzizen'an 54

GNL (gross national praduct)
! dsizen'piy/ 54

good corporate governance /.giad
[korparat *gavanans/ 52, 53

good practice /god 'prektis/ 14

goudwill fgud' wilf 40

governance and stakeholder
/'gavanans an 'sterk houlda/ 53

povernance body Mgavonons
Jbndif 52

government spending / gavanmant
‘spencdind 4a

GPS {Ulobal Posifong System)
f dzimir'es! 32

Greater Arab Free lrade Area
(GAFTA) f greats &rob fri:
ireid 'eariaf 56

green issues S'grim | uiz 30

greenhouse effect /'yriznhaos
1fekt/ 51

greenhouse gases /grimbaus
'naeszf 51

greenwash Mgrimwof/ 50

pross domestic product (GDF)
¢ graovss da,mestik ‘prodakt! 34

pross national incame [{iNI}
{ graus nEfanal 'mkam/ 54

gross national product (GNIY
furavs mcfonal 'prodaki/ 54

ground rules fgraund ruzlz/ 61

growers /'gracae/ 56

growth shares Mgrau8 [eqz/ 44

hacker Mhaeka! 35

Land wver fhend ‘auvel 62
handheld "hendheld’ 32
handiing /hendhy/ 29
hands-on f henz"nn/ 1



hands-on cxperienee /e on
1k'sprarians/ 34

hard skiils haid skilz/ 1O

Dazm conmpetition { harm
kompa'tifan/ 17

harmany fhaimani? 61

health and safety record /held an
'serfti rekoud/ 49

heavily indebted / hevilt in'detady
43

Heavily Indebted Poar Countries
{HIPCs) / hevili m dctid *pa:
Kkantrie/ 55

heavily leveraged / hevili
Hrvaridzd/ 43

heavy workload / hevi "warkloud!
[

helpful /'helpfal’ 22

hierarchical / hara'razkrkal! 3

hierarchy /hatarorkis 3

high entry barriers /hat entri
'baeriaz’ 19

high flier /hart *flary §

nigher-priced goods [ haaprarsi
awdy/ 57

nighly gearcd / heull ‘'yiod/ 43

highly informed /haudi 1n'Tommd/
22

highly leveraged 'haili Hi:voridzd/
43

nighly viotivated /harli
'mamstivertac 22

high-risk ¢ har'risks 47

hijack /'hardseks 35

HII'Cs (heavily indebted poor
counrnes) / eit [atpi:'siis 35

hire and fire shartor an ‘Taraf 3

bit i off with /hrt 1t "of wid/ 1

hits Autsf 33

hold on a dacabasc faold on 2
"dentsbers/ 26

horue—work balance foum wastk,
‘beelans/ 4

home work inbalunce haum
wiatk 1m'balans/ 6

homewaorker "haum waika/ 6

homogenous Mha'mndzanasd 28

hospitalicy £ bmspr'tzlati? 60

hotspot /'hotspot 32

house prices Maus praszd 44

househaold wasre ¢ havishatid
'werst/ 5i

housing bubble #haizig babol! 47

housing marker Mhauzry mazkit/
46

however huv'cvel 66

human /hjuiman/ 33

hurnan rescarces /\hjuunen
ri'zasmed 13

huwnanivarian aid
/hju: manrtearian 'erd’ 58

bydrocarbous / hazdrau’karbanz/

57

hygiene factors /leudsiin fwkiss
3

IAS (Internanonal Accounting
Standards) /aer'es! 45

identity theft fa'dentati Geft/ 35

idle rardal/ 29

llegal downlvading /1,lixgal
davn'laudig/ 37

image Mimrdz/ 21

IMF (Luernational Monetary
Fund} /arem'ef! 35

impact on society /,Tmpakt on
s2'saTotir 14

implementaton / implimen'tcifsnf
16

implerenter M unpli meiia’ ¢

imposc /im'pave/ 2

improviser Monprovarza’ 60

impulse funpals/ 10

in contact wich /1 'kontekt wid/
22

in employment /m un‘plymmant/
44

incentive /I'sent v/ 52

incineration /in sinor‘efan/ §9

incinerator fmisarattal 59

inclusion An‘khizzand 11

income disrribmtion /,mkam
distrr'bin:|an/ 34

income leverage Smkam  livaridsy
43

lucome per head ¢ qgkam p2 'hed/
57

income sleres Migkam Jeaz! 44

incore statement Sipkam
srertmant’ 39

indebted An'detid! 43

independence /,mdi'pendans/ 6

independent board member
/mdrpendant 'hoa:d jmembaf 52

index fMindeks/ 33

indirecr export findirekt 'ekspat/
28

individual (n} /,mdi'vidzusl! ¢

induction fur'dakfend 7

industrial revolation f,dastrial
revaluzfan/ 51

rdustrial waste /i dastriol
weist/ 50

industrialization
Sindastrislar'zetfany 54

industrialized county
findastrislarzd 'kantri/ 54

industry Pmdaatri/ 18

industry competitor /, mdastri
kom'petris/ 14

infect fm'fckt) 35

infiltrate /inliltrcild 35

inflaton An'fleifan/ 46

inflexibility /in Oeksa'nlotls 5

inflows Mnflaver 55

influence /'infloons! 10

information f,mfa'merfan/ 45
informarion overload /mfs metfan
avvalaud! 34
informarion sharing /inf2'metfan
Tesrmy/ 33
informativn rechnology (IT)
onrsourcing / mnfe'merfan
tek'noladzi ‘autsoisig! 31
infrastruceure Smfra,straktfof 36,
51,58
infrastructure projecl
Mmtrostrakt fa prodzekt/ 35
infringe copyright /m'frinds
'kopiraut/ 37
inhibit competition /in'hzbrt
kowmpe'tifan/ 17
in house / m'haus/ 4,19, 31, 63
iniliaiive A'nifatav/ 10
Innovadon fna'vesJon/ 34
Innovator /'npoverty 20
mput Mmput/ 13
iniquire Jm'lcwaray/ 64
ineuiry /i'kwarari/ 64
instahitiry / mstathiloti! 53
mnstall An'stazly 35
nstant messaging /instant
mesrdziy 33
insttntional investor
JAnsieLurfonal mtvesty 53
intangible /in'tendzabalf 22
intangible asscrs /m tsendzabsal
esets/ 10
integrate into Mintigrert | mta/ 29
integrity fin'tegrati/ 10, 48
infellecrual capital /mta lekt jual
kaprall 34
intellectnal property /mra lektjuat
propatid 37
intellecroally srimulating
JInto'lektianh stimislentm’ 63
inclligence quotient (1€}}
Jm'tehidzans kwoufont/ 10
ItEnse competition /1m,tens
xompa'ifen/ 17
mensify An‘tensilay 17
Inweract Mintorekil 23
interactive /antar'ektvi 33
incerdependence / mtadr' pendans!
54
interest Mintrast/ 25, 38
interest cover Mtrasi kava/ 13
interesl payable / inlrast 'perabolf
39
mterest payment {1ptrast
petaant/ 41
Interest rate /'mtrast et/ 46, 47
interim resulrs ¢ intarmn n'zalts!
38
mrertms /mtowrmmz? 38
intcrmediate technology
Jinlamizdiot tek'npnladzid 58
mnternal benchmarking /m,tsmal
bewtfuadkayy 15
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inrernal factor fin tainal ekto/
18

internal social networking site
/m tamal zoufal 'netwatkig
sail/ 33

internalizarion /in,t3malarzefon/
34

Toternational Accounting
Standards {IAS) Sinte,nwfsnat
a'kauntip stendodz/ 45

Intermational Monecary Furil
{IMT) /mtanefanal ‘'manrtod
fand/ 35

Intcrnational Orpanization for
Standardization / 1nta'naano!
Jgenar' zeifon fa
Sstendadarzerfon’ 12

Inlernztional Crganization
of Securilies Cornmissions
{TOSCO) / inta'ne[=nal
otganarzenfan av si'kjusratiz
ka'mifanz 45

Tnternational Standands
Antan®enal 'stendadz/ 13

inrernet mtings ‘fENCy _Ifllll'ltal'IBt
‘rertigz. erdzantsi/ 33

mnternet securicy {mtanet
st'kjuaratif 33, 35

miernct TV fmtanet tir'viy 32

internct usage Sintonet jusidz/
235

interoperability /intar,ppara'bilti
33

invade u rmarket An,veid 2
'mozkit L&

inventory {"mventrl 30

investment fund /1n'vestmanl
fand/ 53

nvestment ke 16'vestimant
Tet[ian 43

Investors in People /in vestaz 1n
‘pirpall 14

Investors in People Standard
/in, vestaz i pirpal stendad!
14

invoicing finvarsi! 31

invelved in'volvd/ 23

invalvement /in'volvimant/ 23

IO5C0O {liternational
Orpanization of Securilies
Commissions] [ amosk’auf 45

1) (ineelligence quatient) far'kjuy
10

irreversible environmental damage
fir1. vaisobal mvarran, mental
‘demdzy/ 52

isolated Marsolertid’ &

igsuc ['fui/ 38

IT {information technology)
outsourcing 'l ‘aotsosm’ 31

iletative [itarativi 21

job creation fdzpb kri'erfan/ 5

Business Vocahulary in Use Advanced

job Fexibility /,d3zph flekst' briati/
5

job for life /dzob fa 'larf/ &

job insccurity /dzob ans1 'k juarsli/

job protecdon /dzob pra‘iek fon/
v

jub rowtion /,dzob ra'terfon) 7

job satisfaction / dspb
satis'feekfonf 1, 2

ioh sharing /'d3ob  Jearm/ 3

‘obs marker /'dznhr marku! 46

int vennuee /,dzomt 'vent faf 28

Just-in-time /dzast inlaim/ 28

kaizen M'kauzen! 13

key buyer /kit "har 36

key indicacor kit 'mdikerts! 16

key people /kir "pizpalt 3

key player kit 'plera/ 17, 19

killer app /kilar 'sp/ 33

knowledge base /'nplids bees/ 34

knowledge creation /nolidz
kri‘eafans 34

knowledge process onrmonrcing
PO £ otz pravses
'arrtsaammy 31

knowledge worker Mnnlids
Wwakal 31,43

kowrtow /kau'taw 60

KPO (knowledge process
outsourcing) / keipiz'aw 31

Kyoto prowcol / kjsulau
‘prautzkol’ 51

labaur costs Merbs kosts! 39

labour exploilanon / latbar
eksplor'terfan/ 49

[abanr standards { letba
'stndadz’ 45

lack of focus dak av 'favkas! 67

{ack of manapement support /Jaek
av manidymantsa'pait! 6

latest trend / lettist "trend! 24

law enforcement agency /lar
m'faismant erdzansi! 35

LDC tless-developed country)
£ ebdutsiz 54

leadership Flirdaftp/ 14, 52

leamn by doing /12 bat ‘dungy’ 34

learming organization Mg
Jargamar,zerfanf 34

least developed country /lizst
drvelapt 'kantri/ 57

leisure time /'lega taim/ GO

lender Flends! 38

lending /'lendim/ 38

less-developed countey (LDC)
Aesdi, velapl kaatn/ 54

ict {sb) go /lel 'gau/ 5

leverage /liivortds/ 13

liabilides / laze'bilotiz/ 41

liberalization / Itharalar'zer[anf 53

liccnsc (v) i'larsons! 28, 37

licensing agreement /laisansiy
ayriesnl/ 2§

licensing arrangement /'arsanstn
aremndzmant! 28

licensing deal larssnsig dizl/ 28

licensing pact Masonsig pekt/ 28

lifelong learning ! Ianflon "amigs 4

litestvle Marfstallf 25

lighr-romch regulatian fatt tatf
regja'lerfans 47

living standards /v stendadz?
54, 5%

loaded /Maudid! 32

loan e 38, 47

logying /logiy/ 50

logistic da'd3gstik/ 30

logistical fla'dzistikal’ 30

logistical challenge /lo dzistrkal
't [elmds 30

logistical dithculty /la dzrstikat
‘drfrkalti/ 30

logastical hurdle Ja.dzistikal
harclalf 30

logiseical nightrmare /a dzstikal
‘nartmenf 30

logistical obstacle fla,dzistikal
'‘Dbstakal/ 30

logistical problem s dzistikat
‘problem/ 30

togistician Avdzis' fand 30

logistics Aa'dzrstiks! 29, 30

logistics outsourcing Az,d3515 1ks
‘autsasip/ 31

long Bours Aoy fagey 1

long Lene: bank bonds /oy, tamm
"bagk bondz/ 41

long-term bak loans fog,ram
*hagk launz/ 41

lang-rerm interests o, tamm
'merasts/ 59

lang-term [abilicies fom,ram
lata'bilatizf 41

look and feel Auk sn fizlf 12

loss fins! 39

lost customer analysis /lpst
JKastoma anelasis! 23

low entry barriers sy 'entrl
Jbxriaz/ 19

lovalty card Maralti kazd/ 19, 23,
25,26

naintain 3 competitive advantage
/meirvtem a kam'perrtrv
ad'vamtidz/ 18

maintain brands /mem'temn
hrandz! 27

make forecasts /merk 'farkasts!
21

make or buyv decision /meik ot bar
di'sizany 19

make {sb} redundant /meik
rr'dandant/ 4, §



make up /metk 'Ap/ 65

maker /'meika/ 25

malicious software /ma lifas
'snfwea/ 35

mall intercept /ma:l 'mtasept/ 24

malware /'ma&lwea/ 35

management board /'manidzmant
bo:d/ 52

management level /'manidzmoant
Jeval/ 3

management support
/,meenidzmant sa'poit/ 6

manufacrure / manja'faekt [ 28

manufacturing capacity
fmeenja'feektfarig ko pesati/ 29

manufacturing jobs
/menja'faekt [orig dzpbz/ 29

manufacturing operations
/menja'faekt forin oparelfanz/
29

manufacturing plant
/meenjo'faekt form plamt/ 29

manufacturing process
/menjo'fakt [orig provses/ 29

manufacturing productiviry
/manja'faktfarm
prodak tivati/ 29

manufacturing sector
/menjo'fekt farm sekta/ 29

manufacturing-based economy
/manja fakt farimbeist
1'konami/ 57

mapping /'meapin/ 32

market /'ma:krt/ 24

market intelligence /,makrt
m'telidzans/ 24

market research / maikit ri'sa:t[/
24

marker research firm / markit
ri'saitf famm/ 24

market share /'mazkit fea/ 19

marker value / mazkit 'vaelju:/ 40

marketing /'ma:kitin/ 31

marketing mix /‘markrty miks/
22,24

marketing plan /‘ma:kitig plen/
24

marketing research /'ma:kitip
ri,saitf/ 24

marketing research firm /'mazkitiy
ri'saitf famm/ 24

mass collaboration /,mees
koalzba're1fon/ 34

mass customization / mas
kastomar'zeifan/ 26

materials /ma'tiarialz/ 13

maternity leave /ma'taimnati litv/ 5

mature /ma'tjoa/ 20

maximize shareholder value
/maksimaiz [eshavlda
‘vaeljul/ 44

measurable objective /, mezarabal
ab'dzektiv/ 13

meet expectarions /mizt
.ekspek'teifonz/ 23

mentee /men'ti:/ 8

mentor /'menta:/ §

mentoring /'mentariy/ 8

mentorship /'mentafip/ 8

Mercosur /'matkavsuia/ 56

merge /ma:ds/ 19

mergers and acquisitions
/'ma:dzoz and @ekwi'zifonz/ 19

metadata /'metadertal 34

middle class /;midal 'klazs/ 57

middle-income country
/,midal,mpkam 'kantri/ 54

middlemen /'midalmen/ 56

Millennium Development Goals
/mi leniom di'velapmant gaulz/
55

mini-Delphi /,mini‘delfi/ 21

minimal supervision /;minimal
surpa‘vizan/ 63

minor player /mama 'plera/ 17

misleading information /mis'li:din
jnfa'merfan/ 45

mission statement /,;mifan
'stertmant/ 16

mission-critical /, mifan'kritikal/ 8

mobile device /'mauvbail di,vars/
32

mobility /ma'bilati/ 7

model /'modal/ 14

moderator /'modorerta/ 24

modest /‘modist/ 60

monitor-evaluator / monitar
I'vaeljuierta/ 9

monopoly /ma'nopali/ 17

Moore’s law /'mo:z lat/ 32

morale /ma'rail/ 2

moreover /moir'auval 66

mortgage /'moigid3/ 46, 47

mortgage bubble /'ma:gids babal/
47

motivation /,mautt'verfon/ 2, 10

motivator factor /‘mautiverta
faktal 3

mourning /'moanin/ 9

multitasker /malti'taiska/ 60, 63

mystery shopper /;mistari '[opa/
24

N-11 (Next Eleven) /eni'levan/ 57

NAFTA (North American Free
Trade Area) /'nzfta/ 56

nationalization of assets
/nz[analal,zeifan av '®sets/ 21

native speaker /'neitiv ‘spitke/ 63

natural disaster / nat [aral
di'zasta/ 58

natural resources /'nat [aral
r1'zaistz/ 57

navigate /'nzvigeit/ 32

nervous breakdown / naivas
'breikdaon/ 6

net cash position /net 'kee[
pa,zifan/ 42

net cashflow from financing
activities / net 'ka[flau from
'famzensiyg &k'tivatiz/ 42

net cashflow from investment
activities /,net ka['flau from
mn'vestmant ek livatiz/ 42

net cashflow from operations /,net
ka['flou from ppar'eifanz/ 42

net income /net 'mkam/ 43

nethook /'netbuk/ 32

network /‘netwatk/ 34

networking /'netwatkip/ 62

nevertheless / nevada'les/ 66

new product development /nju:
‘prodakt di,velopmont/ 20

new technology /mju: tek'noladszi/
59

newly industrialized country
(NIC) /,njuzli in,dastrialaizd
'kantri/ 54, 57

Next Eleven (N-11) /nekst r'levan/
57

NGO (non-government
organization) /,endzi:'ou/ 58

NIC (newly industrialized country)
/enar'si: 54, 57

niche /nizf/ 18

NINJA mortgage / nind3za
‘moigids/ 47

No two days are the same. /nou
tuz derz a: 69 seim/ 1

non-authoritarian
/,;nona:fpri‘tearian/ 10

non-core / non'ka:/ 31

non-core business /nonka: 'biznis/
19

non-dictatorial /,nondikta'tozrial/
10

non-exec /nonig'zek/ 52

non-executive director
/npnig,zekjotiv di'rekta/ 52

non-government organization
(NGO) /npn,gavanmant
organar'zerfan/ 58

non-native /non'nertiv/ 60

non-polluting energy source
/monpa,lutiy 'enadsi sois/ 59

norming /‘natmin/ 9

North mo)/ 54

North American Free Trade Area
(NAFTA) /,n2:0 a'merikan fri:
treid 'eariaf 56

nuclear energy / nju:klier 'enadzi/
59

objective /ab'dzektiv/ 16
observational approach
ipbza'veronal o,prout [/ 24
obsolete /'pbsaliit/ 12, 40
occupation /,pkja'per[an/ 25
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ODA (official develapment
aszistance) [ oendir'er/ 58

off the point /of 82 'parnt/ &1

offer /'vlaf 22

oflering /'ofony/ 22

office politcs /vl polatiks’ 6

official development assistance
{ODA) /2 fifal dr'velspmant
a,sistans! 58

offser / nf'set/ 51

offshore / of' [/ 31

oftshore companies / of far
'kamponiz/ 4

offshore ontsonrcing /of, fa:r
‘uolsosig/ 31

offshoring /,of'[2mrmy 4, M, 57

onit the dividend /3'mit @
‘dividend/ 29

one Lo une marketing Avanta,wan
‘mazkity/ 26

online commnuity Jon,Jain
ka'miumnati/ 33

online focus group fom laig
Foukas grupy 24

online music stote /on law
'‘mjuzrrk storf 37

open up a market /aupan Ap o
'‘mazkit/ 56

open-door palicy faupan,do:
'‘polasi 61

opemng faopmn/ 63

openness ol trade and investment
policies /'supaunas av 'tretd
and m'vestmaii polasiz’ 57

operate at [ull capacity / pporert at
fol ka'paesatl/ 25, 43

operate below capacity Moparcit
b s ka'peesatis 29

operating performance opareitiy
pa farmons/ 43

operating profit /'npareitiy
profit/ 39

operational /,ppar'arfanaly 24

opioien /2'pinjan/ 25

opportunitics /,opa'tjumatiz/ 18

vriginality fo,ridzan'ztatil 1

out of worl faul av 'waik/ 46

outtlows fautflaue’ 535

nutiet Mavtlet! 22

outsonree Sfautsys! 4, 29, 31

outsourcing Mautsasm/ 31

overdraft /' stivadraifts 41

overfarming ! suva'fammm/ 50

overfishing / aisva'fifiy/ 50

overheating / atrva'hirtiy/ 46

overlap fasvolep/ 6

over-feveraged £ auva'licvaridzd!
13

overlead /'suvalaud! 35

overproduction /,a0vapra‘dak [an/
56

oversight S'auvasuil/ 44

oversiate /aova'stent/ 45
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crvervalied [ aovaivaljuid/ 38
averworked / atva'waikt/ 6
crwners” equity S aunaz lekwrtif 41

1'% L (profit and loss) account
{.piran'cl 3 kavnt/ 38, 3%

P2T (pcer-to-poce) sice f,pisto'pi:
suilf 37

page views /perds vjuiz’ 33

panel of experts ! piznal v
‘eksparts’ 21

paperwork Sperpawatks 1

parental leave fpa rental 'lisv/ 3

participative /partrsipativi 2

pratt-time workey /pait tarm
‘warky 5

pass the dividend s da
'drvidend! 3%

password /'paiswaridy 35

pavoeft fpeipt/ 52

pavout f'pelact! 52

payroll /'peirsolf 31

PDA {pcrsonal digital assistant)
fptdis'erf 32

PE ratio {pricc—carnings ratio)
fpit'ir rerflavr 44

peak Spitk! 46

peer relationship /pie m'leifanip!
3

peer-to-peer (P2P) siLe /prata'pia
sait/ 37

people /'pizpal/ 22

people management /'pimpal
mzndzmant/ 14

people satisfaction /'pirpal
siclrs, [k fan/ 14

perecived guality /pa,sinvd
'kwolaui/ 12

performance /pa'lzumans/ 12, 15

perfonnau&:t‘ HESSSSMCE
/pa'formeans 2 sesment/ 7, 8

performaince improvernerr
interventions /pa‘faimans
im‘prurvimant | nts'vent [onz/ 7

performing /pa‘fazmig! ¢

perk fpacki 1

personal digital assistant (PDA)
f paisonal didznesd afsistants 32

perzonal groweh /' pasonal ‘graoly
3

phishiug Mfifuy/ 33

physical ussets / fizikal wycts!
40, 43

pliysical evidence / frzikal
‘evidams! 22

pick up /pIk 'ap/ 46

pioneer / paia‘niy 20

piracy fparrasif 37

pirate f'parrat! 37

place /plers/ 22

planning /'plenity 14, 16, 60

plant /plazm/ ¢

pladform /'plctform/ 33

play politics /pler 'polatiks/ &

points (n) /pants! 26

policy Mpolasi 3, 14

policy & strategy Mpolosi an
'stratadszid 14

political marurity /pa Jitrkal
mo'tjoaratis 57

pollutant /pa'lusianis 30

pollutc /pa'luit! 50

poilution /ps'lus fan/ 48

puipous S pinpasd 60

poruolio /, pa favliau/ 4

putioliv theury /po:t'Taokiou
Barif 192

portiolio worker /patt'fauliou
watka 4

position /pa‘zifan! 25, 27

positinn brands /pa zifan 'brendz/
27

position itself /pa zifem 1t 'selff 27

position products /pazifan
'‘prodaktsd 27

positioning map /pa'zifamn map/
27

positive discriminatin /pnzativ
diskrimr'ner [an/ 17

positive feedback / pnzattv
‘lizdbeck! 3

post /paust! 33

potential entrant /pay,tenfal
‘entrang/ 13

poverty reduction /*povati
rrdakfan/ 53, 58

predict fprr'dikt/ 211

prediction /pri‘drk fan/ 21

preliminary results /prg linineri
T ZAlts 38

prelims Pptititnz! 38

present the findings /pri‘zent da
[amdigz/ 24

Pressun group /'prefa  grompy 5K

pre-tax profic /,pricteks "profit/ 34

PLiCe COMparison site /prats
kam'peerisai saelf 36

price earmings ratio {PE ratio}
Jprazs 'sminz reifisy 44

pricing Spraism/ 22

primary data /,prarmoari 'derrsy 24

principal Mprinsapal’ 38

peinl money {,prink 'mam 47

priotitize fpraromntaiz’ 63

pAvacy Sprivesi! 23, 26, 35

privare e-markerplsce /,prarvit
irmazknplers’ 36

proactive / prav'aktred 60

probity Pprachatif 48

process Fprauses/ 14,22,

procurement fpra'kjiiamant/ 29

praducers /pra‘'djussaz’ 56

product /'prodakts 22

prodduct positioning /, prodakt
pa'zfan 27



production line fpra dakJeon lam/
29

professional devclopment
/pra fefanal di'velopinant/ 4

professional misconduct
/pra fefanol mis'kondake/ 48

profile fpraofarls 25, 33

orofit /'profit! 38, 35, 43

profit afeer rax /,profit arfta
"tazksf 39

profit and loss (P&T.) accommt
Aprofit an 'Ins 2 kant! 38, 39

profit on ordinary actvities
before tax / profit on 2:danori
xk,Lvatiz be fo: 'takss 39

profitabilicy /,profite'biiti! 16,
19,43

profits /'profilsf 43

promotion /pra waufsn’ 22

property bubble /'propsti babalf
47

property mazlket propati macka/
46

propostion /pra‘pafan 50

proprietary /pra‘praatary 34

prosperity /pros‘perati’ 46, 54

prosumer provsiuimy 54

protect fpra'‘tekn 37

proteet brands /pra‘tckt bresndz!
7

procectionism /pro’Lek fonizomy
54,56,57

proxinily /prok'somatif 60, 62

psychograplics / sarka'greefiks! 25

public relaions disaster / pablik
rilerfanz ditzazstal 21

pihbhic relations exercise [ pablik
riletfanz eksasarz! 42

pinctuality S papks ['adati/ 6

purchasing Mpazt [asm? 31

pure e-tailing /,pjt irwenim/ 36

pure-play / pjua‘pler! 36

put ideas into pracdee fpout ar,dioz
nta 'prekits 1

qualifications / kwohli'keifonz/
45

quality management 4 kwolatl
"meenrdzmant! 13

yuality managemens system
/dewplstl 'menidgmant  s1stam/
13

quality of Life / kwolati av' latfi 4

quarter flowatta 38

questiomnaire / kwest [a'nea’ 24

quota SKwatity 54

R&D (research and development}
farran'diz A0

race /reis/ 11

racial discriminarion 'resf9l
dr.skninesfans 11

Tacism SLersizamy 11

racist 'Tersist 11

radioacrivity / rerdisueek trvati 50

radio-frequency identficaton
(RFID) / rerdisu,fritkwontsi
awdentrfr kefan/ 25

ramp ap /remp 'ap’ 29

rankings Mrenkinzd 33

rappuot fraeptan 1

ratings agency /'remm? edzantsi/

rawe materials frar ma'ttaialzd 29,
30, 40, 57

raw talent /rar 't&lant/ 7

reach a consensus /miif 2
kon'sensas! 21

reach a ough /il 2 'lwof/ 46

reafforcstation /i forr'sterfan/
50

real economy /r1al 1'konami/ 47

eyl evtate /ool 1,5te1t/ 48

real estaie bubble /'nial L sten
Jbabalf 47

rebalance / rir'balants &

recession /r1'sefanS 46

recipient frr'smianis 538

recognition /rekag'nifan/ 3

recover TT'KAVY 46

recovery SrT'kavari! 46

recruit the raw mlent /r1'kru:t de
ot txlant 7

recyclable /i1 satklobolf 50

recycle fric'satkal/ 50

recycling / rir'saiklm/ 30, 59

red tape fred *terp/ 1

redeem against /r1'dirm 3 genst!
26

redundancy payment /rr'dandansi
Jpermant §

refurhished £ rir'fathift! 30

refurbishment / rir'fazhi[mant/ 30

regrlate /fregjolert/ 45

reprlaror regjaleital 45, 47

regulatory power /regjalalori
'pava’ 43

regularery requirgments
iregjeJatori ri'kwaremants’ 13

relationship-oricnted /1 letfan]mp
Tarientid/ 60

release fro'liss 37

relialality /frilara'bileri/ 12

relocate /rizla’ ket 63

renmmtacuring
{rimmeEnjafekt farme 50

remmeration JFmiumar'er[on/
52

FEMUMErAtion COmmiree
frunjumnar'efsn ksl 52

romuneration consultang
femmjeinererfan kan saltant/ 52

remumeration package
Jimjuinederfan pekds’ 52

renewable energy source
Jrnjuabad 'enadszi soms! 59

rengwable resources [T1njuabal
m'zasizt i), 39

zemewables /ri'ujuisbaky 50, 39

repackage / it paekids! 47

repair /ri'pea’ 30

repatriate frirpaeirient! 35, 56

repeat business /ri'pist 'brznis/ 23

reparting persod /rrpartin
rariad/ 39, 42

represent / repr1'zent! 28, a5

rescne freskjus’ 47

research and development {R&1))
It1,33:t ] an dr'velapmant/ 20

research objectives Jrr,sait)
h'dzckuve! 24

researcher /n'ssit fof 24

reserves /' zaivie 41

resourcs A eois 52

resource allocation /m'zoms
wlo.keifan/ 16

resource mvestdgaror fr'zos
m,vestigertal 9

resource lllZIllﬂgt‘l.[lEIlt .frl'IIZ'JIS
;m@Enxdsmant/ 13

resources fm'zysizf 14, 16

rezpond ro changes /r,spond ta
‘tfemdziz/ 21

responsibility /r1 sponsathilati!
2.3

results frr'zakts 14

retail /rrvenlf 29

retail sales /riderl "seile/ 48

recailiug frrtering 29

retain /fri'tern/ 3%

retained eamings A1 temnd "ainmgz/
39 41,44

retived /r1'tarad/ 30

retnrn on assets (ROA} /r1tsin oo
‘waets S 43

remen on equity (ROE! frtain oo
‘chwitif 43

rctuen on investment (1A0OI1)
s pn an'vestmont; 44

reusc /it juss’ 30

IEvIrse anciion Ti,v3is ik fond 34

IEVEsE CNZINCering /I1 vis
endsr'mery! 15

reverse How fervas 'flay 30

reverse logstics im,vars
la dzusitksd 30

TEVEISC [MCNTOTNg, /T Vs
'meni g/ 8

reward (o} fon'wond! 7

rewurd {v) i1'word’ 52

rewarding / riwordigl 1

reworking /ri'watkmy 12

RIEIM {radio-trequency
identification) % efar'dizz 25

right first time frait Yarst Tatme 12

rights frats/ 2§

rigid labour market / r1dz1d 'letba
mazkat! &
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nsing sca lovels frarzm ‘sic levalz/
51

risk uranagemenr /Tisk
'‘manrdzaiul 21

risks of uverheating misks av
Atva' hirtoy/ 44

ROA {retwrn on assets) /wrao'clf
43

ROLE (remirn an equity) /aireo'iy
43

RO (return on investrent)
famwsu'al 44

role frauli 11

role ambiguiry / o3l mbr'gjurati/
]

royalties /'rollizf 37

rurak ecomorry / rusral 1'knnami/
54

salary Msalarif 3

sales /setlz/ 39

sales area /"sellz eoriaf 28

sales process /'serfz pravsess 22

sales support /'serlz sa part/ 22

salvage /Ms&lvidzd 30

sampic /'sampalé 24

satcllice navigarion 'saetalart
nEvLgelan/ 32

satisfaction / swtis'Tek fan/ 2

sattsly customer needs f'satisfar
'kastams nizdsf 12

SatNav /'setnev/ 32

seam fskemy 35

scan /skaend 15

seenario plaoubng /s1nasmiou
plenm/ 21

screenscraper Mskiiinskrerps/ 36

search engine Msaut[ endzin/ 33

seat on the baard fsitt pn &z bowlf
52

SEC (Securities and Exchange
Commuission) / esiz'siy 45

secondary dara / gekandari 'derto/
24

securities fs1'kjoaratizs 24, 40, 47

Securities and Exchange
Commission (SEC) fstkjuaratiz
and 1ks'tfemnds ko mifan/ 49

security /st'kjuarati/ 3

securiry details fst'kjuarat]
dirterizf 35

seed money /'si:d mani/ 3§

segment f“Segqmant! 23

scgmentation /'segmanterfan 23

scgment-of-ome mazketing
/segmoent ov 'wan mazkrtry/
26

self-awarcness /. selfa'wearmas/ 10

self-confident / sclf'konfidant/ 10

sell reguladon / scifregja'le Jan/
10

self-starter / self'stailad 63

sell on fsel 'onf 47

Business Vocabulary in Use Advanced

sense of achieverent /sens av
2'tfirvmant/ 1

sensiFivity £ sensr'tivati/ 10

separatinn of rales / separ'etfan
av raulz’ 52

service (v) Mazivisd 12

scrviccability { s3tvisa'hilarii 12

8CT Up On your own /et Ap oo joir
R/ 4

setting /'set1y’ 60

severe Tecession fsivia r1'sefan/
46

sex discrimingtion / seks
diskeimr'nerfen’ 11

sexisrn f'seksizam/ 11

sexist attitude / seksist 'etit jusl!
11

shakeout and consolidation
£ Jeikaut on kansnlr'derfan/ 20

shaper /'feipad &

sharc /Jead 38

sharc aption /'[car ,pp[an/ 32

share price / foo prams/ 38

sharcholder /' [es houidaf 38

shareholder value /fea haulds
'veelju/ 44

shareholders™ equity /, fus, houldaz
‘ekwitif 41, 43

shareholdens” funds ¢, Jeshouldaz
fandz/ 41

shares outstandiuy /' [eaz
ati staendmd 44

sharpen /' forpary/ 17

shipping costs /[1ipin kosts/ 54

shap aronnd /' [op araund/ 36

short-term profir /[t t3:m
‘profit/ 5%

shrink /frmk! 46

sick pay /'s1k pev §

sigms of overhcating / samz av
Aova'histig! 46

silerice /'sadans/ 60

silicou chip Msiliken Lipf 29

sincere /sm'si 60

situation of use /st ju'et[an av
jurss 24

Six Sigma quality /stks sigaia
‘kwplatif 15

skip the dividend ‘skip da
dividend/ 39

skunk works /Mskank warks/ 20

slowdown /'skeudaun/ 46

slamp /slamp/ 46

smallholders #smailhavidaz) 56

5000p into fSoup 'ilay 35

sovial and economic cnvironment
/saufal and |izka'upmik
m'varanmant/ 21

social audit / saufal 'oidits 49

socal changes / savfal 't ferndzis/
11

sacial charges ! saunfal t{ardziz/ 5

sacial class £ satilal klas? 25

social issucs /isau]al '1[urz! 49

social justice /,s3ufal 'd3astis/ 49

sucial networking ¢ saufal
‘netwatkry 32

social petformance /sa0al
pa'formans/ 49

social progran ! saufal
'pravgrems’ 49

social reparting /,saufal ' portiy/
a4

socia. responsibilicy / s3]l
risponsa bilatic 21, 49

social skills /satfal 'skilz/ 10

social value / satifal 'vaelju/ 59

social welfare / 5ot 'welteal 49

socialization /,$3u| alarzeifan/ 34

socialize Mssufaluz’ 33

socially responsible / sauak
rr'sponsabsly 4%

socially responsible investment
(SRI) / ssufali i1 »ponsabal
m'vestmant/ §3

soft Janding /soft Tenduy 46

soft skills fsoft 'skilz/ 10

sola- power /'sauly paos’ 50, 59

somenne breathe down yoar neck
lsamwan britéd daun o nel 1

South fsandyf 54

spare capacity /spea ka'peesatif 43

specialized forum Mspefalaizd
'Foirem! 33

spocification / spestfr'kerfan/ 26

spaculative bubble / spekjaiativ
‘babalf 47

spot the raw calent /spot &a o
‘teelont! 7

spyware {'spaaweal 35

SRI {vocially responsible
Wvesunent) /eseral 53

statting #sta:fuyf 7

stagflatinn /staeg'flerfan’ 47

stakehalder Mstetk haulda’ 14,
48, 49

stakeholder theory /'sterk houlda
Brori! 49

standard /'stendod’ 45

standards institule /'stendads
JInstitjuets 13

statistical technique /sta ristikal
lek'ni:ky 24

SEATUTOrY requirements /,staetjatar
iI'kwaiamonts! 173

stereotype Ssleristaipd 10

stereotypical / sleria'trprieal! 11

stewardship /stjuzad[mpy 52

stickiness /'stikinas! 33

sticky Pstrki! 33

still corupetition /5L
knmps'tifan/ 17

stifle competition fstaifal
Jknmpa'tefan/ 17

stimuelating Mstimjalertig’ 1

sumulation / srrmja'lerfan 10



stimulation of growth
/stimja,leifon av 'graub/ 55

stimulus package /'stimjalas
Jpekids/ 47

stock market /'stok ;ma:kit/ 38,
46

stock option /'stok ,ppfan/ 52

stocks /stoks/ 30, 40

storage /'stoiridz/ 29, 30

storm /storm/ 51

storming /'stoimiy/ 9

strategic acquisition /stra,ti:dzik
ekwr'zifan/ 16, 19

straregic decision /stra,tizd31k
dr'sizan/ 16, 44

strategic goal /stra,tizdzik 'gaul/
16

strategic marketing plan
Istratirdzik 'mazkitip plen/ 24

strategic move /stra tirdzik 'muzv/
16

strategic outsourcing /stra,tirdzik
‘autsoisin/ 31

strategic partnership /stra,tizdzik
'‘pastnafip/ 16

strategic success /stra,tizdzik
sok'ses/ 16

strategic vision /stra,tizdzik
'vizan/ 16

strategy /'streetadsi/ 14, 16, 53

stream /stri:m/ 32

strengths /stregkOs/ 18

stress counsellor /stres 'kaunsala/
6

stress factor /stres 'feekta/ 6

stress industry /stres 'indastri/ 6

stress management /stres
'menidzmoant/ 6

stress symptom /stres 'simtam/ 6

stressed /strest/ 6

stressed out /,strest 'aut/ 6

stressful /'stresful/ 1, 6

stress-related illness /stresrr lertid
‘1lnas/ 6

stringent /'strindzant/ 50

striver ('strarval 25

structure /'straktfa/ 20

structured group /'straktfad
gru:p/ 21

struggler /'stragla/ 25

stuck in the middle /stak m 62
'midal/ 18

subcontract (v) /,sabkan'traekt/ 31

subcontractor / sabkan'treekta/ 31

subordinate /sa'bordanat/ 2

sub-prime mortgage /sab,praim
‘moigidz/ 47

subsidiary /sab'sidiari/ 19

substitute /'sabstrtjuzt/ 18

succession planning /sak'sefan
plaenig/ 7

suit /surt/ 8

super-talents /'suipa,tzlonts/ 8

supervise /'suipavaiz/ 45

supervision /,suipa'vizan/ 2, 3

supervisory board /surpa'varzari
bord/ 52

supplier /sa'plara/ 18, 29

supplier relationship /sa,plaia
ri'letfanfip/ 36

supplier—customer relationship
/sa,plara kastoma ri'lerfan[1p/
13

supply chain /sa'plar tJem/ 29

supply chain management /sa,plai
tfemn 'manidzmant/ 29, 30

support /sa'pait/ 61

surf the Internet /'s3:f da ,intonet/
32

surveillance /s3:'verlans/ 35

survey research /'s3iver i, s3itf/
24

sustainability /sa,stemna‘bilati/ 50,
53,59

sustainable /sa'stemabal/ 50

sustainable development
/sa,stemabal di'velapmant/
30, 59

sustainable level /sa stemabal
‘leval/ 46

sweat assets /,swet '&sets/ 43

sweartshop labour / swet [pp 'lerba/
49

SWOT /swot/ 18

SWOT analysis /swot a'nalasis/
18

tacit /'taesit/ 34

tactful /'teektfal/ 10

tactical /'teektikal/ 24

tactless /"teektlas/ 60

tag /tegl 25

takeover /'tetk,auva/ 19

talent /'teelont/ 7

talent manager /'telont /manidza/
8

talent pool /'telont pu:l/ 7, 8

ralented /'tzlantid/ 7

tangible assets / teendzabal '&sets/
40

tap into /teep 'intuz/ 34

target /'ta:git/ 26

target group /‘ta:git gru:p/ 25

tariff "terif/ 54, 56

task-oriented /,ta:sk'a:rientid/ 60

tax payable /taks 'perabal/ 41

TBL (triple bottom line) / ti:bi:'el/
59

team /tizm/ 9

team building /'tizm bildim/ 9

team dynamics /'tizm dar naemiks/
9

team effectiveness /'tizm
1,fektivnas/ 9

team effort /'tizm ,efat/ 9

team leader /'tizm Jlirda/ 9

team learning /'tiim Ja:niy/ 9

team management /'tiim
manidzmant/ 63

team performance /'ti:m
pa,formans/ 9

team player /'ti:m ,plera/ 9

team worker /'tizm ,watka/ 9

teamwork /‘titmwaik/ 1, 9

technical durability / teknrkal
‘djuara’bilati/ 12

technical specifications /,tekntkal
spesifi'keifonz/ 13

technical support /,teknikal
sa'poit/ 31

technology /tek'noladsi/ 20

relecommunications costs
/ telika,mjuini'kerfanz kosts/
54

telecommute / telika'mjuit/ 1

temp agency /temp 'erdzonsi/ 5

temporary contract /,tempari
'kontrekt/ 5

temporary worker /,tempari
‘watka/ §

test a hypothesis /,test 2
har'poBasis/ 24

the SECI model /da esiisiz'ar
modal/ 34

the work itself /02 'watk 1tself/ 3

theory X /1ori 'eks/ 2

theory Y /,01ari 'wai/ 2

Third World /63:d ‘wa:ld/ 54

threats /Brets/ 18

3G / bri‘dzid 32

360-degree analysis
/Oriz handridon sixtidr,gri:
a'nalasis/ 7

tidal power /'tardal paus/ 50, 59

tied aid /taid 'erd/ 58

time off /tarm 'of/ 1

time-waster /tarm'weista/ 60

tone down /taun 'daun/ 61

top management /top
‘manidzmant/ 13

top performers /top pa'formaz/ 8

Total Quality Management
(TQM) /,tautal kwolati
‘manidzmoant/ 12

toxic assets /,toksik 'esets/ 47

toxic emissions /,tpksik 1'mifanz/
50

TQM (Total Quality
Management) / titkjur'em/ 12

track /traek/ 25

trade /trexd/ 38, 51

trade balance /'trexd baclans/ 46

trade barriers /"trerd berioz/ 56

trade disputes /'trerd di spjuzts/
56

trade gap /'trexd ,gep/ 46

trade liberalization /'treid
libaralar,zerfan/ 54
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trade surplus /'trewd s3iploss 46,
57

trade union ftrexd juinjery §, 4%

irading hub Strevdig habky 36

trading platorm Mtrexdiy
Mttt/ 36

traffic /'traefrkf 25, 33

traming and development / tremin
on dr'velapmant) 7

wraining cffectiveness / tremiy
t'fekirvnas/ 13

trait ftreit 10

Lransaction cost analvsis
faznzekfon kosl o'nelosts/ 31

transparency Aren'spransi/ 45,
48, 52,53

transparent Jeren'speeranl 48

transport Stromspant/ 29

trendsetter Mrend setod 20

wiple hottom line (TBL) / texpol
bptom 'lam/ 9

Trojan horse J,travdzan 'hos! 33

waough Arnff 46

ue and fair view /tro; an fea
juy 45

turnover Mlam,eove 3%

trn-taking Sz, beekim? 60

Twao Stgina quality [u: s1gma
kwnlati/ 15

wltimate boluom line /aliimat
Jbotam Tamn/ 59

UNCOMMENICative
fanka'miumikatv! 60

under (a lot of) pressure /,anda (o
Iot av) 'prefo’ 4

under [a lor of) stress /,anda [a lot
av) 'slres’ 6

urder licenee /iando 'larsans 28

understate / auda'siert/ 45

undervalued /anda'valjuzds 38

undisciplined /an'disiplindf 60)

unemploved / antn'plowdf 46

unemployment / Annn'plasmant/ 3

mmemployment benefits
/antm'plaimant bemfils! &

unethically / an'e8rklif 48

unfair trade practices fan feo
treid praktistz/ 58

unfinished goods fan'fmift godz/
40

uniquc nsers fjus'nizk fjurzaz! 33

United Nations climate change
convention /juz,nartid nerfanz.
"klarmst {[einds ken,ven[on/
51

unoatural /fan'neet farel/ 60

imsustainable / anss'stemsbals 35

unwieldy conglomerate fan wizldi
kon'glomarat! 19

upgrade /ap'grewd; 30

upload /ap'levud! 33
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use your intlative /Juiz joIr
Ffatrv/ 2

uscr-friendliness /, jurza'frendlinos/
33

vacation time /va'ker[on tamm/ 1

vaguencss Sveignas/ 61

valuable outcome / vzl jusbal
‘avtkam/ 30

value for snoney /velju: fa 'mamy/
12

valued Mvaeljuid/ 2

values M'valjuiz/ 25

vertical integration f vartiksl
mir'grerfanf 19, 29

vet et 33

viable Mvalahali 58

video-conferencing
{vidiow'kpnforanain/ 32

video-on-demand (VOD) £ vidiau
oo de'mwsndf 32

video-sharing sice /, vidiaufoarg
'sanf 33

virtuel organizatdon /' vaik Jual
argonar,zerfon/ §

virtuzl shupping cart S vt fual
Hoprg kat! 23

virus Mvararasf 33

visible f'vizabaly 62

vision /'vizan/ 16

visit Svizit/ 33

visitor f'vizial 25

VOD (video-on-demand)
fviao'de/ 32

volume industry /'voljum
Jndastof 18

warehouse Mweahaus/ 29

warchousing fweahauziy/ 29

waste /werst 39

waste electrical 2nd clecrronic
equiptnent {WEEE} /, wesi
1lektiksl an tlek Lromk
I'kwmpmant/ 30

wealaiesses ' wizknosiz/ 18

wealth fwel® 58

wealth level /'weld leval/ 57

wear ot fwear 'aut/ 40

Web 2.0 M'web tar,paint 2/ 33

wehcam fwebkam/ 32

website Swebsart/ 25

website manapement company
Mwebsall mEnidsmont
Jkampony/ 33

WEEE {wastc clectrical and
electronic eguipment) /wiy 30

well-being /wel bizrg/ 2

well-trained fwel'tremd! 32

West fwest! 534

WA-H fwarfar/ 32

wiki M'wikif 33

win new business f, win njur
‘brznisi 48

wind power /'wimd pava/ 50, 59

wirgless LAN (local area network)
fwatalas lan/ 32

wircless local area network [LAN)
fwaalas lavkat coria "nerwatk/
32

withdraw from a market fwid dro:
from o 'mazkit/ 14

withdraw investruent fweddro:
m'vestmant/ 55

word-of-mouth /waidavimasly 23

work from hame Awark fram
hamsmd 1

work on your owm /watk oo jar
aunf 1

work under someone /wark 'anda
BATIWAIY 2

wotkaholic / warka'holiki 6

worker representation / waiko
reprizen'lelfan’ 44

working conditions Mwazkig
Jon'difand 3, 49

work—in-progress
Swatkan' prougres/ 30

worle life balance fwsik laif
‘beelans/ 6

worles fwarkss 29

World Bank fwald 'beegks 55

World Trade Orgavization {WTO)
Awald trerd sgonar'zerfan/ 56

write down frart "daim/ 40

write off frart 'nf/ 40

WO (World Trade Organization}
Adabaljuslii'aw 36

vicld fjidd! 44

zero delects /zaarau 'dufekls! 12,
15



| CD-ROM Instructions

1 Whats on the CD-ROM?:

» Intcractive practice activides
Lxtra practice and teses based on the key vocabulary from
Business Vocabulary i Use Advanced. Click on onc of the
module numbers (1-12) ar the tap of the screen. Then find
the unit you would like 1w pracise choose an activity and
click on it to start.

* Games
A clsice of games for [un practice of the vocabrlary from
Bustness Vocabulary e Use Advanced. Click the Guamees
hutron and then select the group of units and game vou
wish to play. Then click an START to play the game.

* My aclivities
Creare your own lesson. Click on My Adiivities at the Lop
of the screen. Drag activities from the module menis into
the My Activities panel an the right of the screen. Then
click on Start.

= My portfolio
Click on Word List, Phanemaes or progress at any time
fur exlza lietp or nlormetion. You cai listen ta audio
recordings and example semtences of the vocabulary from
Busisess Vocabulary in Use Adventced, record your own
voice as you practise the vocabulary, add your own nates
to the Word List, and check your progress.

. # Insert the CD-ROM o your CO-ROM drive. If “Autorun’

Start the CD-Rom

Windows PC Insrructions

= Business Vocabalary i Use can be eun directly from the
CD-ROM and does not require staltation. However, you
can also nstall the CD-ROM and euw it from the hard
disk. The application will run faster if you install it.

Starting the CD-ROM

is cnabled, the CD ROM will start automnatically.

o If ‘Autorun’ is not cnabled, to run the application from
the disc, open My Campurer and donhle click an your
CD ROM drive (Business Vocabulary in Use Advanced)

» To instal: the CD-ROM, open My Computer and right
click on the CD-ROM drive. Select ‘*Open’ and double click
on*set up’. Follow the instrnctions an screen.

Mac 05 X Insituctions

Run Basiness Vocabulary in Use Advaneed from the

CD-ROM by double-clicking the ‘Dusiness Vacatudary in

Use Advarced” icon. It is not possible wo install this product

on a Mac.

System reguircments
* Speaker or headphones and microphone (optionaly
PC requirements
¢ Windows® XF, 256 MB of RAM, 800MHz processar
or faster
s Windows® Vista, 1GB of RAM, 1GHz processor or faster
*» Windows® 7, 1GB of RAM, 1GHz processor or fastar
» Approximately S00MB free hard drive space if mstalling
Mac requirements
* Mac 05 X 10,4 or 10.5, 512MD of RAM, 1GUHLE processor
or faster

Support
If yom experience difficulties with this CD-ROM, pleasc visit:

Terms and conditions

Thi~ 15 u legal agreement berareen “You' twhich roeans the individual
custoreer’ and Cambridge Undversity Press (“the Licensor'] for Basiness
Vocabtulary in Use Advanced. By placing this CD in the CD-ROM drive of
vour computer, you agree to the torms of this licence.

1. Lizence

(a) You are purchasing only the right to vse the CI-ROM 2ol sore
accuiring no rhrs express or impial 1t o e sollwars oter thao
those rhts granled s limited licenee for not-for-profit educational
LI5 ()”I)"A

(b} Cambricge University Press grants the custorer the licence to nse ons
copy of this CI-ROM (i) on 4 sigle computer for vse by one or mere
people ar different times, of (i) by a single person gn nae ar mer:
compurters (provided the CD-ROM is unly imed ci one connpurer at one
time and is only wsed] by the cusiomer), Bat ot leedw,

() The ensromer shell oot (1) copy or auilwrise copying of the CD-ROM,
{i#) transhule the CO-ROM, (1) reverse-engineer, disasscmbls or
deconyrile the CD-ROM, {iv) tansfer, sell, assign or otherwise convey
any partior. of the CD-ROM, or iv} operate the CD-ROM from a
nework or mainframe system.

2. Copyright

{a All original cantent is provided as part of the CD-ROM (including vexr,
imagges and ancilla-y salerialy f*Onginal Material't aod 15 the capynghl
of 1n Ticensun, pratected by copyright and alt orher applicoble
mellectoal proserty laws and intentional ireaties.

il:) You may oot copy the CD-ROM except for waking aue copy of the
CD-ROM soizly for backup or archival purposes. You smay not alter,
remeve or destroy any copyright notice or other material placed on or
with this CD-ROM.

3. Liabiliey

fai The CD-ROM = supplied *as-4s” with no express guarantee a5 (o its
guirzbility. 1o the exrenr permirted by applicable law, che Licensor 1s ik
l:able for costs of precurernent of substimore products, damages ar Tosses
of any king whiztsoesver tesulting Trom the use of this presduct, ur enors
or [rults o e CO-ROM, and in every case the Ticensoe’s Lability shall
be ‘imited to the snggested list price or the amownt acwually paid by You
for the product, whichever is lower,

(b} You accept that the Licensor is not responsible for the pessistency,
acousacy or availability of any URLs of cxternal or third party infcenet
wehsires referred to on the CD-ROM and docs not guarantes thar
zny content nnosnch wehsires is, or will remain, accarate, appropriale
or avallable. The Ticensor shall nor be liable for any contene nisle
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() Whers, through wse of the Originul Malenal you infringe the copyright
of Wk Licensor you undertake to indemnify aud keep indemnified the
Licensor from and agaiost ary foss, cost, damape or expensc (including
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legal costs) incerred Sy the Licensor as a cesult of such infringement.

4, Termination

W ithour prejudice 1o eny other tighs, the Licensor may terminare the.

Tivence if You Zail to comply with the terms and conditions of the licence. In

such evenc, You muzt desteoy all copics of the CD-ROM.

5. Governing law

This agreement is governed by the laws of Engtand, without regard (o1
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Tnited Mations Comvanticm on the Inernational Sale of Goads.
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