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- Introduction

Who is this book for?

Business Vocabulary in Use Intermediate is designed to help intermediate and upper-
intermediate 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. :

In addition to improving your business \;o‘cabulary, the book helps you to develop
the language needed for important business communication skills.

You can use the book on your own for self-study, 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 46 of these are thematic and look at the
vocabulary of business areas such as people, organizations, production, marketing
and finance.

The other 20 units focus on the language of skills you need in business, such as those
for presentations, meetings, telephoning and negotiations.

- 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 Intermediate, 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 and grammar associated with particular vocabulary, for example
operative verbs — the verbs that are typically used with particular nouns. Again, the
CIC has been a prime source of information about these.

8 Business Vocabulary in Use Intermediate



There are notes about differences between British and American English.
® BrE: CV; AmE: résumé or resume

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. Some units contain diagrams to
complete, or crosswords.

‘Over to you' sections ,

An important feature of Business Vocabulary in Use Intermediate 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 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 about 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

The second edition of Business Vocabulary in Use Intermediate 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, fourteen summary tests so you can check
your progress, and even some vocabulary games.

We hope you enjoy using Business Vocabulary in Use Intermediate.

Business Voc&bulaly in Use Intermediate



- Work and jobs

i0

- don’t say that someone has ‘a-weslk’. Work is also

What do you do?
To find out what someone’s job is, you ask “What do you do?’
Kerstin talks about her job:

‘I work for a large European car maker. I work on car design. In fact, [ run the
design department and I manage a team of designers: 20 people work under me. It’s
very interesting. One of my main responsibilities is to make sure that new model
designs are finished on time. I'm also in charge of design budgets.

‘T deal with a lot of different people in the company. I’'m responsible for
coordination between design and production: I work with managers at our
manufacturing plants.’

in charge of + noun
responsible for + verb + -ing
responsibility  + infinitive [ -ing

One of my responsibilities is to make sure that ...
One of my responsibilities is making sure that ...

You don't say: ‘Fm-a-respensible!

Word combinations with 'work’
If you work or have work, you have a job. But you

the place where you do your job. You don’t say for
example, ‘at-the-werk’ or ‘to-the-work’.
Here are some phrases with ‘work’.

The economy is growing fast and more people are
in work — have a job — than ever before. The
percentage of people out of work — without a job —
has fallen to its lowest level for 30 years.

Frank talks about his job:

‘I work in a bank in New York City. I leave for
work at 7.30 every morning. I go to work by train
and subway. I get to / arrive at work at about 9. I'm
usually at work till 6. Luckily, I don’t get ill very
much so I’m not often off work — away from work
due to illness.’

Types of job and types of work

A full-time job is one for the whole of the normal working week; a part-time job is
for less time than that. You say that someone works full-time or part-time.

A permanent job does not finish after a fixed period; a temporary job finishes after
a fixed period.

You talk about temporary work and permanent work.

Business Vocabulary in Use Intermediate



1.1

1.2

1.3

Look at A opposite. Pierre is talking about his work. Correct the expressions in italics.

‘I work for a large French supermarket company. It is an international company and

(1) I work about the development of new supermarkets abroad. (2) In fact, I running the
development department and (3) I am manage for a team looking at the possibilities in different
countries. It’s very interesting. (4) One of my main is to make sure that new supermarkets open
on time. (5) I'm also charged with financial reporting. (6) I deal at a lot of different
organizations in my work. (7) 'm responsible of planning projects from start to finish.

(8) I work closely near our foreign partners, and so I travel a lot.”

Complete each gap in the text with one of the prepositions from B opposite.

Rebecca lives in London and works in public relations.
She leaves home for work at 7.30 am. She drives

... work. The traffic is often bad and she worries
about getting (2) ... work late, but she usually arrives
@) work at around 9. She finishes work quite late,

at about 8. ‘Luckily, I'm never ill,” she says. ‘I could never
take the time (4) . work.

She loves what she does and is glad to be
(). work. Some of her friends are not so lucky:
they are (6) ............ of work.

What is being advertised in each of these job advertisements (1-6)? Use an expression from C
opposite, including the words in brackets. The first one has been done for you.

Librarian required for public library afternoons 2 till 6. (job) a part—timejob

2 : 4 R i
Personal assistant needed w Teacher needed for summer course, [U
for busy office, 9 am to § 1 to 31 August (job) I
5.30 pm (work) | e '
|
N— r— T————— 5 [U
3 _ Salesman required for showroom — good 1

Experienced barman wanted, [U prospects for right person (work)
8 pm until midnight. (work) e R

i ———— 6 1]
: Lawyer wanted for law firm — long hours,
4 weeks holiday per year (job)

Over 4o you ‘h»
If you work, answer these questions. If you don’t work, answer these
e What do you do? What are you in charge of? questions.

What are your responsibilities? e What sort of job would you like
® What time do you leave for work? How long does to do?
it take you to get to work? What time do you * What sort of routine would you
arrive at work? Do you take a lot of time off work? like to have?

* Why do some people prefer to work part-time or to have temporary jobs?

Business Yocabulary in Use Intermediate ]



z Ways of working

m Old and new ways

‘P'm an office worker in an insurance company. It’s a nine-to-five
job with regular working hours. The work isn’t very interesting,
but I like to be able to go home at a reasonable time.

“We all have to clock on and clock off every day. In this
company, even the managers have to — which is unusual?”

You can also say clock BrE: flexitime
in and clock out. AmE: flextime

I'm in computer programming. There’s a system of flexitime in
my company, which means we can work when we want, within
certain limits. We can start at any time till 11, and finish as early
as 3 — as long as we do enough hours each month. It’s ideal for
me as I have two young children.’ Clocking in

‘I work in a car plant. I work in shifts. I may be on the day shift one week and the
night shift the next week. It’s difficult changing from one shift to another. When I
change shifts, I have problems changing to a new routine for sleeping and eating,
When the company is selling lots of cars, they ask us to work overtime — to work
more hours than usual for more money.’

‘T'm a commercial artist in an advertising agency. I work in London but prefer living
outside the city, so I commute to work every day, like thousands of other
commuters. Using a computer and the Internet, working from home is becoming
more and more popular, and the agency is introducing this: it’s called teleworking
or telecommuting, especially by journalists. But I like going into the office and
working with other people around me.’

m Nice work if you can get it

All these words are used in front of job and work.

® satisfying, stimulating, fascinating, exciting — the work is interesting and gives
you positive feelings

® dull, boring, uninteresting, unstimulating — the work is not interesting

@ repetitive, routine — the work involves doing the same things again and again

® tiring, tough, hard, demanding — the work is difficult and makes you tired

Nature of work

+ noun
human contact

) long hours

My work involves teamwork

L like / dislike / prefer / enjoy | + -ing

working with figures
dealing with customers
solving problems

12 Business Vocabulary in Use Intermediate



Look at the six things (a—f) from A opposite. Which person (1-6) is most likely to do each of
the things?

a work in shifts 1 A designer in a website design company. Has to be in the office,

b work under but can decide when she wants to start and finish work each day.
a flexitime 2 A manager in a department store in a large city. Lives in the
system country.

¢ telecommute 3 A construction worker on a building site where work goes on

d commute to 24 hours a day.
work 4 A worker in a chocolate factory in the three months before

e clock in and out Christmas.
at the same time 5 A technical writer for a computer company. Lives in the country
every day and visits the company offices once a month.

f work overtime -6 An office worker in a large, traditional manufacturing company.

Look at the words and expressions in B and C opposite. Five people describe their jobs. Match
the jobs (1-3) with the descriptions (a—¢) and put the words in brackets into the correct
grammatical forms.

(1 accountant 2 postwoman 3 flight attendant 4 software developer 5 teacherJ

a ‘Obviously, my work involves . .. (travel) a lot. It can be quite physically
N . {demand), but T en]oy ... (deal) with customers, except when
they ‘become v1olent This doesn’t happen often, but it can be very dangerous for us and the
“other passengers.’

b I love my job. It’s very .. oo (stimulate) and notatall . (repeat): n
two days are the same. The children are fine: you see them learn and develop The parents can
be more of a problem.’

¢ ‘I was good at maths at school and I like . _(work) with figures. But my job

~ismuchless .. .. . (bore) and routine than people think, The work ...

. (involve) a lot of human contact and teamwork, working with other managers.’

d “You’ve got to think in a very logical way. There’s a lot of teamwork between the developers.

The work can be mentally . ... (tire), but it’s very satisfying to write a program
that works.”
e ‘Of course, it involves getting up quite early in the morning. But Ilike . (be)out

in the open air. And you get a lot of exercise. I walk two or three miles every day.’

Over 4o you

If you work, answer these questlons If you don't work, answer these questions.
® Do you have a nine-to-five job? Do you e What sort of working hours would you
have to clock on and off? Is there a like to have when you start working?
flexitime system in your organization? Are * Would you like to work from home?
there people who do shiftwork in your ® What kind of job would you like?
company? Complete this sentence in five ways to

Could you do your job working from home? talk about yourself.

If so, would you like to?

What do you like most about your job? I'd like a job that involves ...
What do you like least?

Business Vocabulary in Use Intermediate 13



€3 Recruitment and selection

S  Recruitment

The process of finding people for particular jobs is recruitment or, especially in
American English, hiring. Someone who has been recruited is a recruit, or in AmE,
a hire. The company employs or hires them and they join the company.

A company may recruit employees directly or use outside recruiters, recruitment
agencies or employment agencies. Outside specialists called headhunters may be
used to find people for very important jobs and to persuade them to leave the
organizations they already work for. Key people recruited like this are headhunted
in a process of headhunting.

m Applying for a job

Fred is a van driver, but he was fed up with doing long trips.
He looked in the situations vacant pages of his local newspaper,
where a local supermarket was advertising for van drivers for a
new delivery service. He applied for the job by completing an
application form and sending it in.

Harry is a building engineer. He’d been working for the same
company for ten years, but he wanted a change. He looked at
jobs with different engineering companies on a jobs website on
the Internet (see Unit 26). He made an application, sending in
his CV (curriculum vitae — the story of his life) and a covering
letter explaining why he wanted the job and why he was the An application form
right person for it.

,.i Situation, post and position are formal words often used in job advertisements and applications.
| BrE: CV; AmE: résumé’ or resume
BrE: covering letter; AmE: cover letter

IS Sclection procedures

Dagmar Schmidt is the head of recruitment at a German
telecommunications company. She talks about the selection
process, the methods that the company uses to recruit people.

‘We advertise in national newspapers and on the Internet. We
look at the backgrounds of applicants — their experience of
different jobs and their educational qualifications.

“We invite the most interesting candidates to a group discussion.
Then we have individual interviews with each candidate. The
head of the department is also present. We also give the
candidates written psychometric tests to assess their intelligence
and personality. A job interview

‘After this, we shortlist three or four candidates. We check their

references by writing to their referees — previous employers, teachers, and so on that candidates
have named in their applications. If the references are OK, we ask the candidates to come back
for more interviews. Finally we offer the job to someone, and if they turn it down we have to
think again. (Some applicants may get other job offers at the same time as ours.) If they accept it,
we hire them. We appoint someone only if we find the right person.’

14 Business Vocabulary in Use Intermediate



3.1

=

3.3

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

2] Across

5 I phoned to check on my application, but they
said they’d already .............. someone (9)

6 This job is so important; I think we need to
. SOTOIEONE (8)

8 The selection procedure has lasted three months,
but we’re going to ... someone next

1

|wl

A|

Em I week (7)
o E —% Down
1and 2 I hope she ... thejob, because if she
lG l 7 % l it , we’ll have to start
: looking again (7, 5, 4)
3 The last applicant was very strong, but I
|8 l L l I l E understand he’d had two otherjob ... ...

4 They've finally ... a new receptionist. She
starts work next week (5)
7 Computer programmers wanted. Only those with

UNIX experience should ... (5)

Now divide the words in 3.1 into two groups.

1 what a company personnel department does
2 what a person looking for work does.

Replace the underlined phrases with correct forms of words and expressions from A, B and C
opposite.

Fred had already (1) refused two job offers when he went for (2) a discussion to see if he was
suitable for the job. They looked at his driving licence and contacted (3) previous employers
Fred had mentioned in his application. A few days later, the supermarket (4) asked him if he
would like the job and Fred (5) said yes.

Harry didn’t hear anything for six weeks, so he phoned the company. They told him that they
had received a lot of (6) requests for the job. After looking at the (7) life stories of the (8) people
asking for the job and looking at (9) what exams they had passed during their education, the
company had (10) chosen six people to interview and then given them (11) tests on their

rsonality and intelligence. They had then given someone the job.

Over 4o you

If you work, write about the stages of your If you're a student, write an application for
recruitment. a job that you would like to have.

Business Vocabulary in Use: Intarmadiate

I5



16

Skills and qualifications

Education and training
Two company. managers, Kasia Gutowska and Nils Olsen, are talking.

KG: The trouble with graduates — people who’ve just left university — is that their paper
qualifications are good. They might have qualifications in interesting subjects, but they
have no work experience. They just don’t know how business works.

NO: 1 disagree. Education should teach people how to think, not train them for a particular
job. One of last year’s recruits graduated from Oxford University with a degree in
philosophy and she’s doing very well!

KG: Philosophy’s an interesting subject, but for our company, it’s more useful to do training in
a practical subject: it’s better for us if you train as a scientist, and qualify as a biologist or
a doctor, for example.

NO: Yes, but we don’t just need scientists. We also need good managers, which we can achieve
through in-house training — courses within the company. You know we put a lot of
money into management development, where managers regularly go on specialized
courses in leadership (see Unit 10), finance (see Unit 38), etc. You need to acquire
experience — get knowledge through doing things — for that. It’s not the sort of thing you
can learn when you’re 20!

In AmE, you can also say that someone graduates from high school -
the school that people usually leave when they are 18.

Skilled and unskilled

A skill is a particular ability to do something well, especially because you have learned and
practised it.

Jobs, and the people who do them, can be described as:

@ highly skilled, e.g. car designer @ semi-skilled, e.g. taxi driver
@ skilled, e.g. car production manager ~ @ unskilled, e.g. car cleaner
You can say that someone is: You can also say that someone is:
+ noun ; computers
customer care ‘ good with | figures
skilled at electronics people
or skilled in + _ing
communicating

using Excel

The right person

These words are often used in job advertisements. Companies look for people who are:

a methodical, systematic and organized — working in a planned, orderly way

b computer-literate — good with computers

¢ numerate — good with numbers

d motivated — very keen to do well in their job because they find it interesting

e talented — very good at what they do

a self-starters; they must be proactive, self-motivated, or
self-driven — good at working on their own

f team players — people who work well with other people

Self-starter and team player are
nouns. The other words in bold
are adjectives.
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4.1 Look at A opposite. Complete each sentence with the
correct word.

1 Ravi graduated . Mumbai University
a degree philosophy and

politics.

2 He taught for a while, but didn’t like it. He wanted
to get a qualification .................. accountancy and
decided to train an accountant at evening
classes. _

3 He qualified ............... an accountant and joined a
big accountancy firm in its Mumbai office.

4 After he had acquired some experience, he went

. .a number of management courses to get
trammg ...... team-building and other skills.

4.2 Look at B opposite. Are these jobs generally considered to be highly skilled, skilled, semi-skilled
or unskilled? Use each expression twice.

1 teacher

2 brain surgeon

3 car worker on a production line

4 labourer (someone doing basic work on a building site)
5 office cleaner

6 airline pilot

7 bus driver

8 office manager

4.3 Complete these extracts from job advertisements using words from C opposite.

You’ II be researching developments on the Internet, so you have to be

________ “—o——ww-_.Youmustbe _________  ableto

work on your own initiative,anda ___ _-____ __ _. But as part of

a team of researchers, you'llneedtobeagood __ _ _-______ too.

2 ' 3 M 4
You'll need to be i As part of our sales team, We're looking for !
________ ,as you’ll be working | someone who i
you'll be working independently, so you have | can work on ten £
on financial tobeself_ _ ____ ___ projects at once,
budgets. andself______. without being told
what to do.

- You must be a

Weneed ________ journalists who are very good
at their job and extremely _ _ . ____ __ - very keen
to find out as much as they can about news stories.

Over 4o you ‘K

Write a job description for your job or one you would like to have.
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Pay and benefits

Wages, salary and benefits T
‘My name’s Luigi and I'm a hotel
manager in Venice. I get paid a
salary every month. In summer,
we’re very busy, so we do overtime —
work a lot of extra hours. The pay
for this is quite good. Working in a
hotel, we also get some nice perks —
for example, free meals!’

‘I'm Ivan and I work as a waiter in Prague. I like my job even if I don’t earn very
much: I get paid wages every week by the restaurant. We get the minimum wage —
the lowest amount allowed by law. But we also get tips — money that customers
leave in addition to the bill. Some tourists are very generous!’

‘Hi, ’'m Catherine, and I'm a saleswoman in luxury goods, based in Paris. I get a
basic salary, plus commission — a percentage on everything I sell. If I sell more than
a particular amount in a year, I also get a bonus, which is nice. There are some
good fringe benefits with this job: I get a company car, a BMW, there’s a health
plan to pay the costs of medical treatment if I get ill; and the company makes
payments for my pension — money that I'll get regularly after I stop working. So,
with the bonuses, the car, the health plan and the pension, I've got a very nice
benefits package. And the working conditions are good too: I have a nice office and
I don’t have to travel too much.’

Compensation 1

Catherine mentioned her pay and conditions. Remuneration and compensation are
formal words used to talk about pay and conditions, especially those of senior
managers. Remuneration package and compensation package are used especially in
the US to talk about all the pay and benefits that employees receive. For a senior
executive, this may include share options (BrE) or stock options (AmE), the right to
buy the company’s shares (see Unit 36) at low prices. There may be performance
(-related) bonuses if the manager reaches particular objectives for the company.

Compensation 2

Compensation is also used to talk about money and other benefits that someone
receives if they are forced to leave the organization, perhaps after a disagreement
with other managers in what newspapers call a boardroom row. This money is in
the form of a compensation payment or severance payment. If someone also
receives benefits with this, the payment and the benefits form a compensation
package or severance package. '

In Britain, executives with very high pay and benefits may be referred to as fat cats,
implying that they do not deserve this level of remuneration.
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5.1

5.2

Xavier and Yvonne are talking about Xavier’s new job as a photocopier salesman. Sometimes,
they don’t use the exact names for things that they are talking about. Complete these
expressions, using items from A opposite.

1 X: I get paid every month, rather than every week.
Y:Isee. Yougeta . s s TNOE WageS.
2 X:1 usually have to work late: I don t get paid for it, but I do get a percentage for every
photocopier I sell.
Y:Soyoudontget .. ... . , but you do get . That’s good.
3 X: And the people in production get a . o If they reach their targets.
Y: Oh right. They get an extra payment if they produce more than a certain amount.
4 X: And the extras are great: the company pays for medical treatment if we get ill and the
company restaurant is fantastic.
Y: Wow! The company . .....sound very nice.
5 X: And they’ve given me a . to go and visit clients.
Y: So you don’t have to buy a car then:
6 X: What’s more, there’s a very good scheme where the company pays in money for us to get
when we don’t work any more.
Y: Yes, it’s important to getagood ... ..
7 X: The total is bnlhant
Y: Yes, all those extras are really worth having.

Which expressions from B and C opposite could be used to complete each of these newspaper
extracts?

1 - 3
KEVIN DAVIS QUITS AS MF
GLOBAL CHIEF

Shareholder anger boiled over at the company’s .
annual meeting in July, with Greg Newton, one When things get tough, senior executiu‘es
activist, saying Mr Davis ‘should be taken out | should get a pay rise, right? Top executives
and shot’ MF Global said Mr Davis’s at Kingfisher, which owns B&Q, and at
Viodafone seem to think that directors should

(2 possibilities) would be worth $7.5 million. | be entitled to large amounts of extra pay
T e e even when their companies are doing badly.

UNDERACHIEVED? HAVE A

o ——r

e R R TS

PUBLIC MIGER AT Bﬁl’ﬂ(lNG EXEGUTIUES' PAY

l 4
i NEW THINKING
Following the UK government’s rescue of
mﬂ “"m“ ;’ ;:'féeﬁe;e’:ﬁ““a“m‘:;:::“ﬂw‘“; P the banks, voters will say, *If you could find
£s § the money to clear up the mess left by a few
investment banks asking why they have set aside $108 | % :
billion for salaries and bonuses in a year when meyhave greedy .
, then you can find the
recewed 3125 billion in government aid. i l ey T betvioe 7 site this

% ‘W—uw e A v W‘*a\_ i o AT
S - e wllage school / renationalize Ihe rmeays

T 3 322 S S

Over 4o you

In what order of attractiveness would you put these benefits in relation to your job or one
that you would like to have? Give your reasons.

salary share options company car performance-related bonus
commission pension health plan

Business Vocabulary in Use Intermediate
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People and workplaces

Employees and management

management

7 N
white-collar ! 1
workers : .

1 \

: supervisor > labour
manual/blue- | ahop floor 4
collar workers | i

|
\

The people who work for a company are on its payroll. They are its employees, personnel, staff,
workers or workforce. These words can also refer just to the people carrying out the work of a
company, rather than the management - those leading »

and organizing the company. $=q Workforce, work-force and

P work force are all possible.

Management and administration

A company’s activities may be spread over different sites in different places. A company’s most
important managers usually work in its head office or headquarters (HQ). Some managers have
their own individual offices, but often employees work in open-plan offices — large areas where
many people work. Administration or, informally, admin — the ordinary work supporting a
company’s activities — is often done in offices like these by administrative staff or support staff. For
example, those giving technical help to buyers of the company’s products are in technical support.

Labour

You use labour to talk about everyone except the management who

423 BrE: labour
works for a company, especially a company that makes things.

AmE: labor

costs what companies have to pay for labour, rather than materials, etc.
dispute  a disagreement between management and labour

leader  someone in charge of an organization that represents workers
relations the relationship between management and employees in general
shortage a period when there are not enough people available to work
unrest  a period of disagreement between management and employees

labour

Labor unions (AmE) and trade unions (BrE) defend the interests of workers.
When workers are not happy with pay or conditions, they may take industrial action:

@ a strike, stoppage or walk-out — workers stop working for a time
® a go-slow — workers continue to work, but more slowly than usual
@ an overtime ban — workers refuse to work more than the normal number of hours

Personnel and HRM

In larger organizations there is a human resources department (HRD) that deals with pay,
recruitment, etc. This area is called human resources (HR) or human resource management
(HRM). Another, older, name for this department is the personnel department.

Business Vocabulary in Use Intermediate



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

1 2
3 4 5
6 7
8
=
10 1
12 13
14
15
Across o Down
2 and 15 Office workers may be described 1 Everyone working for a company is on this
this way (5,6) (7)
5 All of the people working for a company (5) 2 Everyone, or everyone except top managers
6 Workers who use their hands are of this 9
type (6) 3 These are trade in the UK and labor in the
7 When people stop working to protest (6) US (6)
9 One of the people working for an 4 and 15 across Manual workers are this,
organization (8) even if they don’t wear this (4,6)
10 Occasions when workers stop working in 5 A place in a factory where the production
order to protest: walk-_________ 4) lines are (9)
12 Another name for the human resources 8 When people stop work to complain about
department (9) something (8)
13 Workers seen as a group (6) 14 and 11 Workers do this when they

intentionally produce less (2,4)

6.2 Maniel Ortiz is the founder of a Spanish computer sales company. Use the words in B and D
opposite to complete what he says about it.

‘I founded Computadoras Creativas 20 years ago. We started withasmall (1) ___ __ _ in
Madrid. Our (2) ____ ______ sour(3) ____________ is still here, but now we
have sites all over Spain, with about 500 employees. Many of the offices are
@___ - ___ — everyone works together. This includes managers to
6 _____ - secretaries and people who support the company’s
activities, and people in technical (6) giving help to customers over the phone.

Recruitment is taken care of in Madrid, by the (7) __ _ __ __ ___ ____ _ _________
or(8) ___".

Over 4o Yyou ‘k

Answer these guestions about the company you work for or would like to work for.
® Where is its head office? How many sites does the company have? How many employees?

* Do people have their own offices or are there open-plan offices? Which do you or would
you prefer to work in?
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The career ladder

A job for life

Many people used to work for the same organization until they reached retirement,
the age at which people retire — end their working life. Career paths were clear: you
could work your way up the career ladder, getting promotion to jobs that were
more senior — more important with greater responsibility. You would probably not
be demoted — moved to a less senior job. °

To leave the company, you could resign or hand in your notice.

A job for now

Like many other companies, Tel Italia has reorganized and restructured in order to
become flatter — with fewer layers of management — and leaner — with fewer, more
productive employees. The number of management levels in the company hierarchy
has been reduced, and many managers have lost their jobs.

In other words, to reduce ﬂ
costs and cut the payroll I
(see Unit 6), Tel Italia
has downsized and
delayered. The company
said that downsizing and
restructuring were
necessary to reduce

costs, increasing
efficiency and profits.

In-house staff or freelancers?

Companies that downsize often outsource many jobs previously done by in-house
personnel: outside companies clean the offices, transport goods, and collect money
from customers. This allows the companies to concentrate on their main business
activities. Downsized companies use more freelancers — independent people who
work for several different companies — or they may ask contractors to work for
short periods on temporary contracts. They often expect flexibility, with people
moving to different jobs when necessary: but for many employees, this means job
insecurity — the feeling that they may not be in their job for long.

The way that an employee is doing their job is discussed at

’ . . . You can say freelancers
performance reviews — regular meetings with their manager. :

or freelances.

Getting the sack

If you do something wrong and are forced to leave a company, you are: dismissed,
terminated, fired or sacked / given the sack.

If you’ve done nothing wrong, you are: laid off, made redundant or offered early
retirement.

You can also say that someone’s contract has been terminated.

Fired, sacked and given the sack are informal expressions. Sacked and given the sack = BrE only.

Employees who are made redundant may get outplacement — advice about how to
find another job, retraining, etc.
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7.1 Complete the tables with words from A, B and C opposite. The first one has been done as an

7.2

7.3

Edizione Fenice is a big magazine publishing
company. | was director of a monthly magazine
called Casa e Giardino.

Then Fenice was bought by an international
publishing group. We had to have regular
performance (1) ... ... . (review/
reviews / reviewer) with one of the new managers.
After a few months they started laying staff

@) ... (OFF / ON / 0UL). Our own
journalists were put on temporary .
(3 ... conttacts / contractual /

contracting) or replaced by (4} . .
(freelancer / freelancers / freelanced).

Then they started (5)
lying / laying) off more senior people like me. The
new owners said they wanted to make the company

1] .

example.

Adjective
retirement retire seniority
demotion freelance
layoff redundancy
dismissal insecure
termination flexible

Match the sentence beginnings (1-5) with the correct endings (a—e). The sentences all contain

words from A and B opposite.

1 Career paths aren’t what they used to be.
Companies won’t

2 He worked his way up from

3 The new management have restructured
and delayered the company,

4 We used to do printing in-house,

5 Employees are afraid their organizations
will be downsized

a and that they will be replaced by temporary
workers, or made redundant by technology.

b take care of us for life any more. We have
to take care of ourselves.

¢ but now we outsource it.

d factory worker to factory manager.

e reducing the number of management levels
in the company hierarchy from five to

three.

Catla used to work for an Ialian magazine publishing company. She talks about how she lost
her job. Choose the correct form of the word in each case.

.. (flat / flatter / flatten) and

i

Over 4o you Y

(7) _(lean / leant / leaner). So |

was made (8) . {redundant / !
redundancies / redundancy). They offered to help g
me to find another job With (9) ..............c........
(outplacement / outplaced / outplacing) services,

but | refused.

® What is the function of performance reviews? ® What are the advantages of outsourcing?

* Why does an organization restructure?

* Why would someone be dismissed?
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Problems at work

Discrimination

If people are treated differently from each other in an unfair way, they are
discriminated against.

If a woman is unfairly treated just because she is a woman, she is a victim of sex
discrimination. In many organizations, women complain about the glass ceiling that
prevents them from getting further than a particular level.

If someone is treated unfairly because of their race, 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.

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 a dignity at work policy covering all the issues described in A
and B.

Bullying and harassment

If someone such as a manager bullies an employee, they use their position of power
to hurt or threaten the employee. Someone who does this is a bully. The bullying
can often be verbal.

Sexual harassment is when an employee behaves sexually towards another in a way
that they find unwelcome and unacceptable. The related verb is harass.

Health and safety

Here are some health and safety issues for people at work. All these things
contribute to a bad working environment. The government sends officials called
health and safety inspectors to make sure that factories and offices are safe places to
work. They check what companies are doing in areas like:

o
%ﬁ'
i

S
a passive smoking b repetitive strain ¢ dangerous d hazardous
injury or RSI machinery substances

e fire hazards f heating and g first aid
air-conditioning

Of course, dangerous machinery and hazardous substances can cause industrial accidents.
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8.1 Complete these headlines and articles with expressions from A and B opposite. Use one
expression twice.

1 i
OFFICE MANAGER ACCUSED OF ;
A court heard today how an office worker was almost dnven to su&cnde by a bullying office !
manager. James Blenkinsop, 27, told how boss Nigel Kemp victimized him by shouting at him,
criticizing his work in front of others, tearing up his work and telling him to do it again.

2
NATIONAL RESTAURANT CHAIN FACES CLAIMS |
Four waitresses claim they were repeatedly ... by male bosses in a branch of a
well-known national restaurant chain. All four waitresses said they were subjected to sexist |
remarks at the restaurant.

3
JAPANESE WOMEN BREAK THROUGH .
Naomi Tanaka, 23, last year started working on the Tokyo Stock Exchange as a trader. She
complained about traditional and said she did not want to be
a ‘counter lady’ answering phones and serving tea at a Japanese bank. Instead she got a job as a trader
at Paribas, a French firm.

4
SHOP MANAGERESS IN CASE f
A clothing shop’s half-Burmese manageress, 24-year-old Marion Brown, claims her boss continually '
made .. ... remarks, and sacked her from her £110-a-week job when she objected. |
She clatms that the company that owns the shop hasracially ... against her. 3

5

ABOLISHED AT TEXAS LAW SCHOOL

Last year federal law court made affirmative action at the University of Texas law school illegal,
and supportersof . . ... ... have said that it was a ‘disaster”. The
University of Texas Iaw school last year adm|tted a class that was 5.9 per cent black and 6.3 per
cent Hlspanlc Thls year the black percentage stands at just over 0.7 and the Hispanic at 2.3:

S——— W e T - i - - - P — S

8.2 Match the employees’ complaints (1~7) with health and safety issues (a—g) in C opposite.

1 1 do a lot of data entry, and recently I've started getting really bad pains in my wrists.
2 My doctor says there’s something wrong with my lungs, but I've never smoked.

3 It’s either too cold and we freeze, or too hot and we all fall asleep.

4 There’s all this waste paper, but there no fire extinguishers in the building.

5 The containers are leaking — one day someone is going to get acid burns.

6 There are no safety guards on the machines — you could easily get your hand caught.
7 There are all these problems, but no-one is trained to give medical assistance.

Over to You "h-

Think about the industry you work in or would like to work in. Look at a health and safety
website, for example the UK government site at www.hse.gov.uk, and identify key hazards in

the industry.
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Managers, executives and directors

n Managers and executives: UK

senior executives [

top executives | chief financial director /|
executive directors finance director

HOLIDAYS N -

S chairman [ chairwoman
non-executive directors . i . .
i I chief executive / managing director

T i aam e e ~ it o

marketing | | human resources &
director & :

research [
director |

middle managers E

26

director
manager

[ line managers (in travel agency branches)

e S TSI T AT O P

IT :

director |
accounts department |& | sales | | customer services |
manager [ manager i

Management
organigram

All the directors together are the board. They meet in the boardroom.

Non-executive directors are not managers of the company; they are outsiders, often directors of
other companies with specialist knowledge of the industry or of particular areas.

The marketing director is the head of marketing, the IT director is head of IT, etc. These people
head or head up their departments. Informally, the head of an activity, a department or an
organization is its boss.

An executive, or informally, an exec, is usually a high-level manager, as in senior executive.

Executive can be used in other contexts to suggest luxury - as in executive car and executive home.

It can even be used for things that are not actually used by executives.

Managers and executives: US

president
chief executive officer (CEO)

non-executive directors E
chief operating officer (CO0) ™ i

chief financial officer (CFO)

vice president (VP) marketing

vice president (VP) human resources
vice president (VP) research

RS R =

senior executives | top executives | [
executive directors :

In the US, the top position may be that of chairman, chairwoman or president. This job is often
combined with the position of chief executive officer (CEO). Some companies have a chief
operating officer to take care of the day-to-day running of the company. The finance director
may be called the chief financial officer (CFO).

In a US company, the senior managers in charge of particular areas are often called vice-
presidents (VPs).
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9.1 Look at the executives and managers listed in A opposite. Match each task (1-6) with the
particular person most likely to be responsible for doing it.

1 Meet with advertising agency to discuss new advertisements for the company’s holidays.
2 Study possible new holiday destinations in detail.

3 Analyse last year’s profits in relation to the previous year’s.

4 Contact newspaper to advertise new jobs.

5 Deal with complaints from customers.

6 Discuss sales figures with sales team.

9.2 Who’s who on this company board? Look at B opposite and complete the diagram.

My name’s Maria Montebello, and 'm president and CEO.
We have some excellent people on our board, including two
who are not involved in day-to-day running of the company:
George Gomi and Julia Jones.

My name’s Stan Smith and it’s my job to look after the
accounts. I work closely with Clarissa Chang and Richard
Roberts, as they tell me what their departments need for
marketing and research, and I allocate them an annual budget.

My name’s Deirdre Dawes and I head up personnel, on the same
level in the company as Clarissa Chang and Richard Roberts.

2
" Non-executive director

Maria Montebello

Deirdre Dawes

Over to you

If you work, draw an orgahigram of your If you don’t work, think of a job you would
organization. like in an organization and write about why

you would be good at the job.
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Businesspeople and business leaders

BN Businesspeople and entrepreneurs

A businessman, businesswoman or
businessperson is someone who works in
their own business or as a manager in an
organization.

An entrepreneur is someone who starts or
founds or establishes their own company.
Someone who starts a company is its
founder. An entrepreneur may found a
series of companies or start-ups.
Entrepreneurial is used in a positive way to
describe the risk-taking people who do this,
and their activities. Some entrepreneurs
leave the companies they found, perhaps
going on to found more companies.
Others may stay to develop and grow their
businesses.

The plural of businessperson is businesspeople. Businessperson and businesspeople can be spelled
as two words: business person, business people.

Found is a regular verb: past tense and past participle are founded.

Establishment is used to talk about the act of founding something as well as a particular
organization, or part of one.

Some English speakers believe it is not correct to use grow as a transitive verb in this context.

Entrepreneur is used in combinations

such as internet entrepreneur.

Leaders and leadership

A large group of companies mainly owned by one person or family is a business
empire. Successful businesspeople, especially heads of large organizations, are
business leaders, or in slightly old-fashioned journalistic terms, captains of industry.

There is a lot of discussion about whether people like this are born with leadership
skills, or whether these can be taught.

Magnates, moguls and tycoons

People in charge of big business empires may.be referred to, especially by
journalists, as magnates, moguls or tycoons. These words often occur in
combinations such as these:

@ media magnate
@ property mogul
@ software tycoon
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10.T Use words from A and B opposite to complete the missing words.

The big place for people sfcarting
their own companies — for

course, the Internet. Take Sergey Brin
and Larry Page. They met while doing
their doctorates at Stanford, where
they were encouraged to develop their
mathematical research on the world
wide web. Brin and Page are both very-

R s -

T I R R

(2)pn By o =y o WS They
0| S Google together in
1998: some of the investment in the
() s S - .. came from Andy

Bechtolsheim, one of the founders of
Sun Microsystems.b

Now Brin and Page are both very
rich, with their own Boeing 767. In
2006, Brin and Page appointed Eric

Schmidt to develop and (5) _ _ _ _

the business. Like many entrepreneurs,
they felt that they did not have the

6) - o skills to head
up and inspire a large business

e i

ot e by

10.2 - 'Who are these famous businesspeople? Use the expressions below from
A and C opposite to describe them. '

airline founder
computer mogul

cosmetics entrepreneur
internet entrepreneur

software tycoon
TV entrepreneur

Pierre Omidyar (b. 1967

Anita Roddick (1942-2007)

Over 4o you

Masayoshi Son (b. 1957)

Michaef Dell (b. 1965)

iy

Oprah Winfrey (b. 1954)

Stelios Haji-loannou {b. 1967)

e Who is your country's most famous entrepreneur? What is this person famous for?
* In your opinion, are entrepreneurs born or made?
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Organizations 1

Business and businesses

Business is the activity of producing, buying and selling goods and services. A business, company
or firm, or more formally a concern, is an organization that sells goods or services. Large
companies considered together are referred to as big business.

You can talk about a company or a particular activity as an enterprise, especially to emphasize
its risk-taking nature.

Businesses vary in size, from the self-employed person working on their own, through the small
or medium enterprise (SME) to the large multinational with activities in several countries.

A large company, especially in the US, is a corporation. The adjective is corporate, used to talk
about a big company — or big companies in general. Corporate is often used in these combinations:

culture the way a company’s employees think and act
ladder the different levels of management in a company
headquarters a company’s main office

corporate : T
logo a symbol used by a company on its products, advertising, etc.
image all the ideas, opinions, etc. that people have about a company .
profits the money made by companies

Commerce

Commerce is used:

@ to refer to business in relation to other fields: ‘literature, politics and commerce’.

@ for government departments that deal with business: US Department of Commerce.
® in the names of organizations that exist to help business: chambers of commerce.
@ to refer to business on the Internet: electronic commerce or e-commerce.

The adjective commercial describes money-making business activities: for example, commercial
airline, commercial artist, commercial disaster.

Enterprise

In 1970s Britain, there were state-owned or government-owned companies in many different
industries, such as car manufacturing. Some industries, such as coal and electricity, had been
nationalized — they were entirely state-owned. In the 1980s, the Thatcher government believed
that nationalized companies were inefficierit, so many of them were privatized by selling them to
investors. Supporters of privatization believed that bureaucracy — the system for running
government departments, with its rigid rules and slow decisions — was not good for business:
state-run companies were too bureaucratic.

Enterprise is used in a positive way to talk about business, emphasizing the use of money to
invest in new activities with a certain amount of risk involved. Enterprise is often used in these
combinations:

free }
private

enterprise business activity owned by individuals rather than the state

when people are encouraged to make money through their
own activities and not rely on the government

enterprise economy an economy where there is an enterprise culture

part of a country where business is encouraged because
there are less strict laws, lower taxes, etc.

culture

Zone
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11.1

11.2

1.3

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

1 Managers who themselves often a image by showing environmental
worked long hours in order to climb leadership.

~ the corporate b logo in view was the Haagen Dazs name on

2 Analysts forecast a slowing of three table umbrellas. v '
economic growth because of lower ¢ profits, capital gains taxes and slow job
corporate » growth.

3 3M continues to improve its d ladder may demand the same thing from
‘corporate their employees.

4 Retailer Best Buy is allowing e culture at Lowe’s, and managers use a
employees at its corporate variety of methods to ensure that it’s

5 The only corporate Az happening.

6 Listening to customers is part of the f headquarters to set their own hours and
corporate ' ' work outside the office.

Someone is talking about words and expressions in B and C opposite. Which are they referring
to each time? ‘ '

1 They’re not companies in which people can buy shares. (3 expressions)

2 It carries passengers and goods in order to make a profit.

3 It’s so slow and inefficient: no way to run a business!

4 It’s going to be used for offices and factories, not houses.

5 It’s owned and run by private companies, and the programmes are interrupted by advertising.
6 We need to encourage this'in order for the economy to grow and modernize.

7 He does advertisements: you can’t find his work in art galleries.

8 It was an artistic success, but unfortunately it lost a lot of money.

Use expressions with ‘enterprise’ from C opposite to complete this text.

Margaret Thatcher often talked about the benefits of (1) or
2) . She said that her achievement was to establish an
(3) in Britain, an economy based on free enterprise. She

wanted a society where people were encouraged to start their own companies and where it was
acceptable to get rich through business: an (4)

In some areas, the government reduced the number of laws and regulations to encourage
businesses to move there. Businesses were encouraged to set up in the Docklands of London,
for example. The Docklands were an (5)

Over + You

Write short reports about the issues below. Research them on the Internet if necessary.

¢ How big is the public sector in your country? Do people who work in it have good
working conditions compared to those in the private sector?

e In your country, which of these industries are in the public sector, and which are in the

private sector? Which have been privatized?

bus transport electricity supply postal services
rail transport telephone services water supply
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Organizations 2

Self-employed people and partnerships

Oscar is a freelance graphic designer — a freelancer. He likes the freedom of working
for himself. To use the official term, he’s a sole trader.

People such as designers and journalists are freelancers (see Unit 7), whereas
builders and plumbers are normally referred to as being self-employed.

Jane and Miranda are architects who have set up their own architecture
partnership. A lot of professional people like lawyers, accountants, and so on work
in partnerships. They are partners — there are no shareholders (see Unit 32) in the
organization apart from the two of them.

Sole owner and sole proprietor are both used in
BrE and AmE. Sole trader is not used in the US.

Limited liability

Jane and her partners have limited liability: if the partnership goes bankrupt — runs
out of money — the people to whom the partnership owes money can take the
company’s assets to pay the debts, but they can’t take personal assets such as the
partners’ houses or cars. It’s a limited liability partnership (LLP).

Jon Robertson is managing director and main shareholder of a small electronics

company in Scotland called Advanced Components Ltd. ‘L.td’ means limited

company, with limited liability. —— —
Howard Schultz is president of Starbucks Inc. ‘Inc’ stands for :
Incorporated. This shows that it is a corporation — used especially
in the US for companies with limited liability, and also used in the
UK in the names of some big companies.

Some British companies include PLC as part of their name. This
means that the company is a public limited company, and its
shares are bought and sold on the stock exchange (see Unit 36).

Rl
Mutuals r Howard Schultz

Some companies like certain life insurance companies are mutuals. People buying insurance with
the company are its members and there are no shareholders. Profits are theoretically owned by
the members.

In Britain, there are mutuals called building societies, which lend money to people who want to
buy a house. But a lot of building societies are changing into public limited companies with
shareholders: many have demutualized in a process of demutualization (see Unit 35).

Non-profit organizations

Organizations with ‘social’ aims such as helping those who are sick or poor, or encouraging
artistic activity, are non-profit organizations (BrE) or not-for-profit organizations (AmE). They
are also called charities and form the voluntary sector: they rely heavily on volunteers — unpaid
workers. For example, a charity like Médecins sans Frontiéres is managed by paid professionals,
and together they put a lot of effort into fundraising activities. These activities encourage people
to give or donate money, clothes, food or time to help the organization. These donations are
essential for the organization to do its work.
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12.1

12.2
ANGRY SCENES AS MEMBERS REJECT ,
There were angry scenes at the Suffolk  day for the Suffolk. We need to
@)l 's (S bl to bring the society |
annual meeting as the society’s forward into the 21st century. Our own i
(3) B rejected by two to resources are not enough and we need
one a recommendation from its board capital from outside shareholders.’
that the society be () f iU ewen Armstrong, who has saved with
Members had travelled from all over the the Suffolk for 32 years, said, ‘Keeping E
country to attend the meeting in (6) status is a great E_
London. The Suffolk’s chief executive, victory. Profits should stay with us and
Mr Andrew Davies, said, ‘This is a sad not go to outside shareholders.’ j
AR e T o e el ol s s e TP e = e T TR e -:,W*
12.3

Over 4o You

What are the main charities in your area/country? What do they do?

i Intermediate



[RY Manufacturing and services

n Manufacturing and services

Here are some of the manufacturing industries

that make up the manufacturing sector.

Here are some of the services or service
industries that make up the service sector.

automobiles (AmE)

aerospace planes and space
vehicles
cars (BrE) cars

call centres (BrE)

dealing with orders,

call centers (AmE)  complaints, etc. from
: customers by phone
catering restaurants, bars, etc.

computer hardware

computers, printers,
etc.

computer software

instructions for
computers

foods

construction buildings financial services banking, insurance,
defence (BrE) weapons 15

defense (AmE) healthcare medical care
electronics mobile phones, etc. leisure cinemas, sport, etc.
food processing canned, frozen, etc. media books, newspapers,

film, television

household goods washing machines, property (BrE) buying, selling and
refrigerators, etc. real estate (AmE)  managing buildings
pharmaceuticals medicines retail shops
steel a strong metal used in telecommunications phone, internet
the manufacturing of services
machmf:ry and cars tourism travel and holidays
textiles cloth and clothes

You use all these names in front of industry to talk about particular industries. You usually drop the s

from cars, automobiles, pharmaceuticals and textiles: the automobile industry, etc.

LD Countries and their industries

Industry (uncountable) is the production of materials and goods. An industry is a particular type of
business activity. The related adjective is industrial. Here is how industry has developed in Brazil.

34

1950s and 60s

LV

In 1950, Brazil was a relatively
poor country, with most
people living and working on
the land. The government
decided to industrialize, and
one of the new emerging
industries in the 60s was the
building of aircraft.

1970-2000

The Brazilian economy
developed in many different
areas: growth industries
ranged from light industries
such as textiles and
telecommunications equipment
to heavy industries like steel
production.

e a 5
Brazil’s economy is diversified,
with many different industries:
the service sector makes up 66
per cent, industry 29 per cent
and agriculture S per cent.
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13.1

1 Microsoft 3 Glaxo Smith Kline 5 Kia 7 Banco Santander
2 Terra 4 Boeing 6 Time Warner 8 Gap

13.2

13.3

Over fo you "&

® What products are manufactured in your country, and where?
* How diversified is your country's economy?

¢ Infermediate



The development process

Market research

In designing products and services, market research — finding out what
people really want — is very important.

There are five ways of carrying out market research:
@ Surveys are of four types:

1 In-person surveys can show an example or sample of a new
product, but they are expensive.

2 Telephone surveys are less expensive, but people do not like to  |n-person survey
be called up and asked questions.

3 Mail surveys have low response rates because few people send
the surveys back; they are inexpensive, however.

4 Online surveys are simple and inexpensive, but usually
unpredictable as there is no control over the pool or selection
of people that take part in this kind of survey.

@ Focus groups usually last 1-2 hours. A moderator uses specially
prepared questions to ask a group. It takes at least three groups
to get accurate results. Focus group

@ Personal interviews usually last about an hour - they are normally recorded. As with
focus groups, not doing enough interviews gives inaccurate results.

@ Observations involve observing consumers in action by videotaping them in stores,
watching them at work, or observing how they use a product at home.

@ Field trials involve placing a new product in selected stores to test customer response
under real-life selling conditions.

See Unit 15 for more on development and Unit 21 for more on marketing.

n Development and launch

@ When software developers (see Unit 15) have finished the beta version — first version — of
a program, they release this on the Internet and users are asked to try it out and to
identify bugs or problems.

@ Car designers use CAD/CAM (computer-assisted design / computer-assisted manufacturing)
to help develop and test the first versions or prototypes of the new product.

@ Researchers in laboratories may take years to develop new drugs, testing or trialling them
in trials to show not only that they are effective, but also that they are safe. Drugs need to
be made in large numbers on an industrial scale before they can be sold.

@ Rollout is the process of making a product available, perhaps in particular places to test
reaction.

@ Product launch is the moment of truth when a product is officially made available for sale.

@ If a design defect or design fault is found in a product after it has been launched, the
company may have to recall it, asking those who have bought the product to return it,
perhaps so that the defect can be corrected. '

Design defect, design fault and design flaw all mean the same thing, but the first of these is the
most frequent.

Testing and trialling (BrE) / trialing (AmE) are both used to talk about people trying new products
and services. The noun trial is used especially to talk about testing the effectiveness of new drugs, for
example in the expression clinical trial.
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14.1 Which expression in A opposite does the underlined word refer to in each item (1-6)?

1 It lasts up to two hours and has someone asking specific questions, but just one is not
normally considered enough. focus group

2 These are useful because you can see how people actually use the product

3 These can take different forms — some are more efficient than others at getting information
about what people want.

4 He or she organizes the discussion in a focus group

5 These cause problems for one type of survey, which mean that they might not be reliable.

6 With these, you can examine how people react when they see the product on the shelves.

14.2 Three people are talking about their work in product development. Correct the mistakes in the
words in italics, using expressions from A and B opposite. - :

1 “(a) Market researches showed that there was a real need for this service on our webpage, but
before offering it, we had to test it in a (b) beta copy with small groups of users over several
months to eliminate all the bugs. Even so, after the (¢) product lunch, some users said they
could get into other people’s email accounts!’

2 ‘Our (d) searchers have shown that our new diet drink can make you slimmer and the
(€) focal groups said they liked the taste, but first we had to prove to the authorities that it
was (f) secure. Another problem was making the drink on an (g) industrial level: at first we
could only make it in small quantities in the laboratory, but making it in bigger quantities
was impossible.’

3 ‘At our research centre in Toulouse in France, the (h) designators develop the prototypes.
People think that my job of flying new aircraft is dangerous, but there is so much (i) proving
on computer first, that all the danger has been eliminated by the time I fly the plane.

() CAM/CAD means that all the process of design and manufacture is much quicker than
before.

14.3 Complete this talk by a marketing specialist using these words from A and B opposite.

( consumer  design  groups  launch  market  recall = surveys )

A few years ago a famous car company launched a completely new car. They’d done years of

technical researchand (1) .. .. research with focus (2) ... and
&) panels, and analysis of responses
to questlonnalres and (4) .o . Then

came the (5)
very good until a Swedish newspaper reported the

results of its ‘elk test’. They found that the car had a
tendency to tip over if you turned quickly to avoid

an elk. This was due to a (6)
in the car, so they had to (7)
cars they’d sold in order to correct the fault.

Over 4o you

® What does a pharmaceutical company need to do before it can release a new drug?

* What kind of surveys have you taken part in?

¢ What will a company do if they find a problem in a product after the launch? And why
might this be a big problem?
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Innovation and invention

Invention and innovation

Noun: thing Noun:

(countable) person

design — to make plans or drawings for _|design a design a designer
how something is to be made :
develop — to make a new idea become development a development | a developer

successful, for example by making or
improving a product

innovate — to think of new ideas, innovation an innovation | an innovator
methods, products, etc.
invent — to design and make something |invention an invention an inventor

for the first time

Research and technology

Google carries out research and development (R&D) at its research "
centre in Mountain View, California. Its laboratories are some of the rE: research centre
: AmE: research center

most innovative in the computer industry.

Google has made many new breakthroughs — innovations. Users can try out these products
before they are released in their final version.

The company is a leader in the technology of internet search. They are at the cutting edge or
leading edge of this technology — none of their competitors has better products than them.
Everything they do is state-of-the-art — using the most advanced techniques available.

Of course, the hi-tech products of today become the low-tech products of tomorrow. Products that
are no longer up-to-date because they use old technology are obsolete. Like all companies, Google
never wants to get into that situation: they want to develop technology that is future-proof.

Cutting edge is used about three times as much as leading edge. Both are often used as adjectives,

e.g. cutting-edge products, leading-edge technology!

Patents and intellectual property
Information or knowledge that belongs to an individual or company is proprietary. A product

developed using such information may be protected in law by patents so that others cannot copy
its design.

Other companies may pay to use a design under licence in their Naun Verh

own products. These payments may be referred to as royalties. BrE:  alicence ta license
AmE:  alieense  to license

In publishing, if a text, picture, etc. is copyright, it cannot be :
used by others without permission: this is copyright infringement. An example of this is illegal
downloading of music, films and software from the Internet: this is piracy.

Another form of piracy is when fake products, often luxury products such as Rolex or Chanel,
are sold without the permission of the company that owns the brand name (see Unit 22) or
trademark - a recognizable symbol used on the product.

The area of law relating to patents, copyright and trademarks is intellectual property.
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15.1 Complete this webpage using these expressions from A and B opposite.

cutting edge develop developed development innovation
release state-of-the-art  technologies technology

Imagine being able to work on products across all business groups of Microsoft.
You can do it here at the Microsoft India Development Center in Hyderabad,
acenterfortrue (1) - 1MSIDCis located in a 50-acre
@2 .. ; - campus. It is Microsoft’s largest produgt :
(2} e center outside the headquarters in Redmond, and is
recognized as an industry leader with teams working at the (4) '

, developing (5) . ~.......and products for millions of
Mlcrosoft customers worldwide.

MSIDChas(6) . many core products and technologies for the
global market since its inception in 1998. Our teams have end-to-end
responsibility for every productor (7) ... . they (8) .

They own the strategy, gather customer requ:rements from across the world
plan different versions, and then design, testand (9) . .. . .. the
product for the market. ’

R St (e ey e
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15.2 Match the expressions (1-8) containing words in C opposite with their meanings (a-h).

1 copyright a a payment made to the owner of a design by someone else who
infringement uses it, or to an author by a publisher
2 intellectual b an arrangement between the owner of a design and another
property organization, allowing its use in exchange for: payment
3 patent application ¢ a name or symbol used on a product
4 proprietary d an occasion when an inventor asks the authorities to officially
information recognize an invention as their property
5 royalty payment e designs, ideas, etc. that belong to someone
6 licensing f a name used on a product
agreement g the whole activity of using designs, text, pictures or copying
7 illegal download products without permission
8 piracy h an occasion when someone makes an illegal copy of music, etc.
9 trademark from an internet site
10 brand name i the law relating to designs, ideas, etc. that belong to someone

j an occasion when someone uses another’s text, pictures, etc.
without permission

Over to you ~
e Name a product that has become obsolete and suggest why that happened.
e How do companies try to prevent illegal downloading of music and films? Will they ever

succeed completely?
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Products and services

R o

A product can be: something natural, e.g. wood, oil, paper; something made to be sold, e.g. cars,
computers, clothes; a service, e.g. broadcasting, insurance.

Produce (uncountable) normally refers to agricultural products such as crops or fruit.

[ Noun: things INoun: company or  Verb Noun: activity
i \country < ‘
(manufactured) maker / make / manufacture / | manufacture /
products / goods manufacturer / produce manufacturing /
(See Unit 17.) producer production
(agricultural) producer produce manufacture /
produce / products manufacturing /
production
services provider provide provision

Mass production :

Car production started in workshops where each car was individually hand-made. Producing
cars like this was a craft industry. It was very labour-intensive - it took a lot of work to produce
each car.

Then, in 1913, Henry Ford had the idea of an assembly line or production line at the Ford
manufacturing plant in Detroit: a team of workers were responsible for each part of the
manufacturing process, which meant that the plant could make cars in very large numbers - it

" could churn them out.

Today, the same system is used in manufacturing, but with
the addition of industrial robots. The machines are
expensive but very cost-effective — they produce a lot in
relation to what they cost. These robots are part of the
CAD/CAM system of computer-assisted (or computer-
aided) design and manufacturing (see Unit 14).

BrE: labour-intensive; AmE: labor-intensive
A plant can also be referred to as a factory or a works, but works is a slightly old-fashioned word.

The number or type of things that a company, plant, industry or country produces is its output.

40

Productivity is a measure of the number of things produced in relation to the number of
employees. When there is high output per employee, productivity is high.

The maximum amount that a particular company, plant or industry can produce is its capacity.
If it is actually producing this amount, it is working at full capacity. '

There is overcapacity, excess capacity, spare capacity or surplus capacity if there is too much capacity in

relation to what is required. The expressions are given in their order of frequency. These expressions are
also used in service industries. '

If too many things are being produced by a particular industry in relation to the number of
people who want to buy them, there is overproduction. If far too many things are produced, there
is a surplus or glut of these things. If not enough goods are being produced, there is a shortage.
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16.1 Complete the sentences with grammatically correct forms of the words in the table in A
opposite. (The number in brackets indicates the number of different possible answers.)

1 Alot of mobilephone ... (3 possibilities) takes place in China, but Nokia still
................................................ (3 possibilities) them in Finland too, so Finlandisa ... ..
(3 possibilities) of mobile phones.

2 India is important for call centres, but it is also emergingasa ... of

of all kinds, including accountancy.

3 Russia is a major oil and also important forthe ... .. of gas.

4 The United Kingdom is a big . of legal and financial services.

5 Brazil is still the world’s biggest coffee ... , but coffee is also ...
in many other countries, including new ones such as Vietnam.

6 With the increase in medical tourism, Thailand is emerging as an important centre for the

of healthcare services to people from other countries.

16.2 Look at B opposite. Rearrange these sections of a short
presentation about manufacturing into a logical order.

a work. Of course, we still have a large number of assembly-

b plant producing TVs in Singapore. We have two production

¢ My name’s George Chien, and 'm director of a manufacturing
d lines working 24 hours a day. CAD/

e intensive. But with the help of computer-

f line workers, so it’s quite labour- -

g CAM and robots do some of the assembly

h assisted design and automation, productivity is increasing.

16.3 Match the headlines (1-4), containing words from C opposite, with extracts of the articles they
relate to (a—d).

FOOD SHORTAGES HIT § RIRLINE REPORTS BIG
EASTERN AFRICA PRODUCTIVITY RISE
T TR i e R T T IS TS Py T T o i
TOO MUCH BUILDING LEADS ¢ LOCAL PLANT AT FULL CAPACITY
TO GLUT OF OFFICE SPACE ]

@ Rainfall has been below average in this € Ryanair is running more flights with fewer
part of Africa for the past five years. Not pilots and staff. That was the message
enough food has been grown and now from Ryanair's CEO Michael O'Leary to
there are food ... _ shareholders yesterday ...

s b T e . et TR TRt v TR T i

b The plant has the capacity to produce d There has been too much construction in
3,000 computers a week, and it's producing | the city centre, and now there is a lot of
3,000. That's the good news ... office space standing empty ... A
s i i i s oSS b e it o T T e S T T e A e

Over 4o You ‘k

Are hand-made products better than mass-produced products?
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Materials and suppliers

inputs

Dyson makes vacuum cleaners. It takes raw materials like
steel and plastic, and makes some of the components — or
parts — used in its products. (Other components are made by
other companies.)

Here are some typical combinations:

aerospace
automotive

replacement
car components Miane parts
computer P
electronic

Materials and parts are just some of the inputs. The others are labour — workers
and managers — and capital — money. Knowledge is also important because Dyson is
a leader in vacuum technology.

Vacuum cleaners that are in the course of being made are work-in-progress. At any
one time, Dyson has goods (see Unit 16) worth millions of dollars in its factories
and warehouses; these are both the materials and components used to make its
products, and its finished goods ~ the products that have been made.

Quantities of raw materials, components, work-in-progress and finished goods in a
particular place are stocks.

BrE: work-in-progress; AmE: work-in-process
BrE: stocks; AmE: inventories
Goods is rarely used in the singular, except in specialized economics contexts.

Suppliers and outsourcing

Dyson has its own manufacturing operation, but it works with its suppliers —
companies that provide materials and components. Some companies refer to their
suppliers as partners.

The company uses subcontracting — which means
using outside suppliers to provide components and
services. In other words, it uses outsourcing rather

Outside is the most frequently
occurring adjective in front of
suppliers.

than doing these activities in-house ~ within the company.

Just-in-time

It costs money to keep components and goods available for customers
to buy in stock. Stocks have to be financed - paid for. They also have
to be stored - kept in special buildings called warehouses — and
handled —~ moved from one place to another. So Dyson is asking its
suppliers to provide components just-in-time — when they are needed.

This is part of lean production or lean manufacturing, in which
products are made in the most efficient way — doing things as quickly
and cheaply as possible, without waste.

Lean production is about as frequent as

lean manufacturing.

A warehouse

Business Vocabulary in Use Intermediate




17.1

Use words from A opposite to label the diagram.

@

Inputs

cnm-::u-a

17.2 Match the sentence beginnings (1-6) w1th the correct endings (a—f) containing expressions from

17.3

B opposite.
1 The computer manufacturer ~ a maintenance is worrying train operating companies.
is cutting back on in- b spent $157 million on the Cymbalta advertising campaign.
2 The poor standard of ¢ house production work in a bid to reduce costs and
some subcontractors’ increase efficiency. '
3 Retail giants Sharks Ltd d outsource canteen and cleaning services, to focus better on
have decided to its buying and selling activities.
4 Late deliveries from : e suppliers are causing delays in production, the Azco group
outside claims.
5 Gruma has manufacturing f operations on five continents, and its products are sold in
6 Lilly and its partners more than 50 countries.

Replace the words in italics with the correct forms of words from C opposite.

<CLet’s get the materials only when we need them to keep costs down. J

2
<(It’s difficult to find the right special buildings to put our finished goods in. J

3
<You have to decide well in advance how to pay for all this.]

<It’s very important that we keep these components at the right temperature.]

5
<(The company found that using couriers on bicycles was a very}

quick and effective way to deliver documents in big cities.

<They want to introduce a system of making things efficiently without waste.)

Over 4o You ‘i

What are the advantages and disadvantages of the following?
* outsourcing e asking for components ‘just-in-time’
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Business philosophies

Production lines (see Unit 16) are good for mass
production - producing large numbers of similar
products. Manufacturers try to make standard
products, with few variations, that as many people
as possible will want to buy. Standardization is the
most important factor.

Custom-built or tailor-made products, where each
product is made to meet the specifications,
requirements or needs (see Unit 21) of a particular
customer, are more expensive to produce, of course.

The management thinker Joseph Pine and others talk
about the possibilities of mass customization, where

products are made in large quantities, but each one is made to the specifications of the buyer —
the person or organization buying it. Dell Computers, where each computer is made for a

particular buyer, is the best-known example of this.

Wikinomics

Wikinomics: How Mass Collaboration Changes Everything is a book by Don Tapscott and
Anthony D. Williams. In it, they explain that Wikinomics is a form of mass collaboration, where
companies have large numbers of people working together on the Internet to solve problems and
develop products. This is totally unlike current business methods and the authors predict that it
will be a key to business success in the future. It is like an extreme form of outsourcing (see Unit
17). They say that customers who contribute to the design and development of products should
be called prosumers — they work together to make things in a process of peer collaboration and

co-creation.

The long tail

‘Another challenge to mass production is the long tail. In The Long Tail: Why the Future of
Business is Selling Less of More, Chris Anderson says that the mass production model — way of
doing things — does not apply to many products, such as selling books and music on the Internet.
In a large catalogue of items (see Unit 22), the cost of selling the least popular item is only
slightly more than selling the most popular. Amazon has used this model to great advantage,
profitably selling small numbers of specialized books, as well as large numbers of popular ones.
Economies of scale and the learning curve (see Unit 28), where the cost of a product comes

down in relation to the amount produced, do not apply.

Benchmarking

Jim is production manager at an electricity power station in
Australia. He says, “We use a system called benchmarking to
compare our performance to performance levels in other power
stations. We’ve recently been to the UK to see how the best power
stations operate, to see the best practice in the industry, and to copy
it. We’ve managed to halve the number of workers, and now our
productivity is as good as the best power stations in the UK.’

Benchmarking can be seen as another form of collaboration — people
and companies working together. Of course, a company will want to
hold on to its industrial secrets — prevent competitors from obtaining
information about its better performance in a particular area.

Business Vocabulary in Use Intermediate
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18.1

18.2

Look at A, B, C and D opposite. Which business philosophy is each of these things an
example of?

1 A gold mining company makes information about its mines available on the Internet.
Anyone can analyse the information to suggest where the company may find gold. If gold is
found in the place that they suggest, the person gets a prize.

2 ‘A telephone company looks at other telephone companies to see which one issues the lowest
number of bills to customers with mistakes in them. It then copies the methods of this
company to reduce the number of mistakes in its own bills.

3 An internet site used to stop selling particular products if none were sold for a year. Now it
makes all its products available indefinitely.

4 On its website, a bicycle manufacturer allows each buyer to specify exactly what sort of
bicycle he or she wants:

Look at C opposite. Read this extract from Wikinomics and then decide if the statements are
true or false.

The new mass collaboration is driving a historic change in how companies and societies harness knowledge and
capability to innovate and create value. This affects just about every sector of society and every aspect of
management. A new kind of business is emerging - one that opens its doors to the world, co-innovates with
everyone (especially customers), shares resources that were previously closely guarded, and behaves not as a
multinational but as something new: a truly global firm. These companies are driving important changes in their
industries and rewriting the rules of competition. Now compare this to traditional business thinking. Conventional
wisdom says companies innovate and compete by doing certain things right: by having better employees; by
protecting their intellectual property fiercely; by focusing on customers; by thinking globally but acting locally; and
by having good management and controls. But the new business world is making each of these principles
insufficient, and in some cases, completely inappropriate.

18.3

tm it et i A i e - g -

1 Mass collaboratlon will only affect a few areas of society and management

2 The prefix ‘co-’ in ‘co-innovate’ (line 4) is similar in meaning to the ‘co-’ in ‘co-creation’ and
‘collaboration’.

3 Mass collaboration follows traditional management methods.

4 In this new way of working, the way that innovation and competition work won’t change.

5 The conventional wisdom about something is what most people think about it.

6 If something is insufficient, it is not enough; if something is inappropriate, it is not suitable.

Complete the sentences with expressions from C and D opposite.

1 Film distributors are working with a business ... . that’s ten years out-of-date.

2 CEOs might look to unrelated industries for companies with outstanding practices and
processes. For example, GE managers carried out by studying FedEx, which
has exceptional customer service.

3 Some American executives fear that overseas companies seek help from their own
governments in stealing US .

4 Blockbuster’s DVD lists mostly consist of the of backlist
titles for which demand is low.

5 The 64-page ..o with price list, offers products from 19 manufacturers, and
promises 72 hours’ delivery for most product lines.

Over 4o you

In what ways does your mmpany or the place where you study try to improve efficiency?
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Buyers, sellers and the market

Customers and clients

People who buy IBM’s products and services are IBM’s customers
or clients.

Foster and Partners, a big architectural firm, has clients, rather than
customers. Client often refers to people and organizations who buy
the services of professionals such as accountants, lawyers, etc.

IBM’s customers considered as a group make up its customer base.
Foster and Partners’ clients considered as a group form a client
base. These are slightly technical expressions, used for A Foster and Partners project
example in business journalism.

People who buy a company’s or a professional’s products or services,

e
A . i . 3 =@ Clientele is rarely
especially expensive or exclusive ones, are its clientele. =

used in the plural,

You can also talk about the users of a product or service who may not be

the organizations who actually buy it. The expression end-users refers especially to people who
use products, particularly computer equipment and other technology. These expressions are often
used in contrast to the producers and distributors (see Unit 24) of a product. For example, IBM:
sells products through various channels, but the end-users are the employees of the companies
that buy its products.

People who buy products or services for their own use are consumers, especially when
considered as members of large groups of people buying things in advanced economies.

Buyers, sellers and vendors

A person or organization that buys something is a buyer or purchaser. But these terms are also
used to talk about someone in a company or shop responsible for buying goods that it uses or
sells. These people are also buying managers or purchasing managers. An industrial buyer is an
organization that buys things for use in producing its own goods or services.

A person or organization that sells something is a seller. In some contexts, for example selling
property, they are referred to as the vendor. (Business journalists and lawyers may also refer to
people selling products, rather than services, as vendors.) People selling things in the street are
street vendors. A vending machine is a machine from which you can buy coffee, cigarettes, etc.

The market

The market, the free market and market economy are used to talk about an economic system
where prices, jobs, wages, etc. depend on what people want to buy, how much they are willing
to pay, etc., rather than being controlled by a government. In this sense, market is often used in
these combinations: '

[ forces  used to talk about the way that a market economy makes sellers produce
pressures what people want to buy, at prices they are willing to pay

-place  producers and buyers in a particular market economy, the way they
market < behave, etc.

prices prices that people are willing to pay, rather than ones fixed by a government

reforms  changes to an economy made by a government so that it becomes more
L like a market economy

Market pressures occurs more frequently in the context

of financial markets such as stock markets.
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1 9.1 Match each beginning (1-6) with its continuation to make true statements containing
expressions from A opposite.

1 The Richard Rogers partnership has some a one day after increasing its customers’ gas

prestigious clients — bills by a record 35 per cent.
2 Louis Vuitton luggage appeals to b Spanish Airports Authority, for example.
3 Telefénica’s client base grew 15 per cent, ¢ an upmarket clientele.
4 Microsoft sells Vista to end-users ' d bringing its customer base to 8.98 million.
5 BSkyB said 92,000 new customers had e and also to major manufacturers, such as

signed up for its products in the last Dell and HP.

" quarter, f to 245.1m, from the end of June last year

6 Centrica, owner of British Gas, angered to the same time this year.

consumers by announcing pre-tax profits of
almost £1 billion

19.2  Find appropriate forms of expressions in A and B opposite that refer to the following.

1 someone who buys food in a supermarket (4 expressions)

2 all the people who buy food from a particular supermarket chain, from the point of view of
the chain

3 someone who buys the services of a private detective agency

4 all the people who buy the services of the agency, seen as a group (2 expressions)

5 someone who sells goods or services

6 someone selling a house (2 expressions)

7 someone buying a house (2 expressions)

8 someone who sells hamburgers to tourists outside the Tower of London

9 someone whose job is buying tyres for a car company (4 expressions)

10 someone who uses a computer, even if they have not bought it themself, but their company

has (2 expressions)

19.3  Complete the TV reporter’s commentary with expressions from C opposite containing ‘market’.

‘In China, all economic activity used to be controlled
by the state. Prices were fixed by the government, not
by buyers and sellers in the (1) .... -

But in the last 20 years there has been a series of

(2) . that have allowed people to
go into business and start their own companies.
()15 S are determined by what buyers

are willing to pay, no longer by the state. There are
still state-owned companies that lose a lot of money.
Until recently, they have been protected from

(2 possibilities), but

. (2 possibilities) will .eventually
mean that they close down. Of course, the

(6) has its losers — those without
work, and victims of crime, which used to be very
rare.’

Over 4o you '

¢ What companies in your country have a large customer base?
* What is the purchasing manager responsible for buying in a large office?
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Markets and competitors

n Companies and markets

The market for a particular product is the people/organizations that buy it, or might

buy it.
Buyers and sellers of goods or services in a particular place form a market.

[ enters ] it starts selling there for the first time.
penetrates it starts selling, or sells more and more, there.
abandons

ets out of . .
8 it stops selling there.
leaves
If a company { Withdraws from 2 market,
dominates it is the most important company selling there.
corners it becomes the main company selling there.

monopolizes it is the only company selling there.

drives another it makes the other company leave the market,
L company out of perhaps because it can no longer compete.

D More word combinations with ‘market’

Market is often used in these combinations:

There has been huge market growth in the sales of digital music,
growth with Apple in particular seeing a massive increase in the number
of people buying songs from iTunes.

Regional airlines are important customers for the Embraer

segment ERJ-1435. They are a big market segment for Embraer.

Microsoft divides the software market into large companies,
segmentation  small companies, home office users, and leisure users. This is

how it does its market segmentation.

In the US, Japanese carmakers have been gaining market share —
share they are selling a bigger percentage of cars sold, and US
manufacturers are selling a smaller percentage.

Tesco is the biggest supermarket chain in the UK and is therefore
the market leader.

Competitors and competition

Companies or products in the same market are Market share
competitors or rivals. Competitors compete with each

market

leader

48

other to sell more, be more successful, etc.

, Bl Safeway
The most important companies in a particular market are [ sainsbury's
often referred to, especially by journalists, as key players. B Waitrose
Competition is used to talk about the activity of trying to Bl Asda
sell more, be more successful, etc. When competition is Bl other

strong, you can say that it is intense, stiff, fierce or tough.

If competition isn’t strong, it may be described as low-key.

The competition refers to all the products, businesses, etc.
competing in a particular situation, seen as a group.
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20.1 Choose the correct verb from A opposite to complete the sentences and write it’s correct
grammatical form.

1 Houston, Texas is conveniently located in the southern US and our objective is to make it the
gateway for Latin American technology companies that want to ... (abandon /
withdraw from / penetrate) the US market by opening an office there.

2 Las Vegas has ... (enter / corner / get out of) the market on US tourists looking
for a wild escape for adults.

3 Foreign pharmaceutical firms are ... (enter / leave / monopolize) the market for
the first time to target the country’s growing and increasingly health-conscious middle class.

4 Listeners now have numerous stations to choose from, whereas in the past the market was
................................................ (monopolize / dominate / withdraw) by All-India Radio network.

5 As Swiss bankers ... (penetrate / leave / get out of) markets abroad, they are
facing like-minded competitors from elsewhere in the world.

20.2 Replace the underlined expressions with expressions from B opposite. You may need to add a
verb in the correct form.

I'm Olinka and I’m marketing manager for a soft drink company in the Czech Republic. In this
market, we (1) sell more drinks than any other company. In fact, we (2) have 55 per cent of the
market. (3) Sales are increasing at seven to eight per cent per year. There are two main

(4) groups of consumers: those who drink them in cafés, bars and restaurants, and those who
buy them to drink at home. Of course, many consumers belong to both groups, but this is our

(5) way of dividing our consumers.

20.3 Read this description of a language training market. Answer the questions.

In Paris, 500 organizations offer language training to companies. However, 90 per cent of sales
are made by the top five language training organizations. The market is not growing in size
overall. Organization A has 35 per cent of the market, and faces stiff competition from B which
has about 25 per cent of the market and from C, D and E who have 10 per cent each, but who
are trying to grow by charging less for their courses.

1 How many competitors are there in this market?

2 Is competition in the market strong?

3 Who is the market leader?

4 Who are the two key players?

5 Who mainly takes up the competition, from the market leader’s point of view?

6 If one competitor increases its market share, can the others keep their market share at the
same level?

Over 4o you

Talk about the competitors in a particular market and their market shares. (You could talk
about the market that your company, or a company you would like to work for, is in.)
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Marketing and market orientation

Marketing ,
Marketing is the process of

@ planning — identifying future needs for —
@8 designing — developing and making —
@ pricing — deciding the price for —
# promoting — informing customers about —
@ distributing — making available —
goods/services in order to satisfy customer needs profitably.

The marketing concept should be shared by everyone in an organization — all managers and
employees, not just those in the marketing department, should think in these terms of
profitability through satisfying customer needs.

Companies point out how the special features — important characteristics and qualities — of their
products and services possess particular benefits — advantages — in relation to the needs of the
people who buy them.

Non-profit organizations have other goals, such as persuading people to give money to help
people in poor countries, but these organizations also use the techniques of marketing. This is
social marketing.

In some places, even totally different organizations such as government departments think about
— or at least talk about - their activities in terms of the marketing concept.

The four Ps
The four Ps are:

product — deciding what to sell

price — deciding what prices to charge

place — deciding how the product will be distributed and
where people will buy it :
promotion — deciding how the product will be supported
with advertising, special activities, etc.

A fifth P which is sometimes added is packaging — the materials
used to protect and present a product before it is sold.

The four Ps are a useful summary of the marketing mix — the activities that you have to combine
successfully in order to sell. The next four units look at these activities in detail.

To market a product is to make a plan based on a particular marketing mix and put it into
action. The marketing plan for a new product or service shows how this can be realized.

A marketer or marketeer is someone who works in this area.

Marketer can also be used to describe an organization that sells particular goods or services.

Marketeer is also used in expressions such as free marketeer - someone who believes in the benefits

of the market economy (see Unit 19) and black marketeer - someone who makes money by selling
goods illegally in a place where they are not normally available.

The market orientation

Marketers often talk about market orientation — the fact that everything they do is designed to
meet the needs of the market. They, their organizations and the products they sell may be
described as market-driven, market-led or market-oriented.
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21.1 Read this conversation from a marketing meeting. Replace
the underlined expressions with expressions from A and B
opposite. The first one has been done as an example.

21.2

Annika:

Baltazar:

Anﬁika:

Baltazar:

Annika:

There’s a real customer need out there. We
really want a (1) coherent set of ideas on how
we’re successfully going to design and sell the
product. marketing plan

Yes, and we’ve got to decide on the product’s (2)

important characteristics and qualities and

(3) advantages.

We’ve got to work out (4) what we’re going to
sell, (5) how we’re going to communicate this,
(6) where we’re going to sell it and (7) what_

people are going to have to pay for it.
That’s right, the (8) whole combination. And we

mustn’t forget about (9) how we’re going

to protect the product and make it look
attractive.

Yes, we’re first-class (10) specialists in this area

(2 possibilities).

Match the sentence beginnings (1-7) with the correct endings (a—g). The sentences all contain

expressions from C opposite.

1 There are now more efficient and market-
oriented

2 Since the 1990s, China has had a much
more market-led

3 Many of today’s best market-led growth

" businesses — General Electric, Microsoft,
Virgin and Sony — are

4 Lack of investment and poor market
orientation

5 For 50 years, American television has been
a market-driven industry,

6 Deng decentralized control over the
economy

7 Communities of actors, writers, directors
and technicians

Over 4o you

a in several markets at once.

b and replaced state planning with a market-
oriented system.

¢ — where a common spirit improves the
work — are not easy to make or keep
going in our market-driven society.

d approach to economics.

e left the companies with falling sales and
profits.

f farms with less dependence on government
money.

g and the audience has decided the direction
it takes.

Think of an organization that is famous for being market-oriented. What factors are
important?
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¥4 Products and brands

S  Word combinations with ‘product’

BT Goocs

catalogue (BrE) . ) .
lp (E) a list of a company’s products (see Unit 18)
mix a company’s products considered together and in relation to one
portfolio another
fine a company’s products of a particular type
product | fange
Bfccrtle f)he stages in the life of a product and the number of people who
uy it at each stage
ositionin: how a product is seen, or how a company would like it to be seen,
P 8 in relation to its other products and/or to competing products
when a company pays for its products to be used or seen in films
placement
L and TV programmes

Goods are the materials and components used to make
products, or the products that are made. Raw materials are
basic materials from which other things are made.

Finished goods are products ready to be sold.

Industrial goods are bought by other companies for use in R
. . 2. Raw materials

their activities and products. Consumer goods are bought

by individuals for their own use.

Consumer goods that last a long time, such as cars and
washing machines, are consumer durables. Consumer goods
such as food products that sell in large quantities are fast-
moving consumer goods (FMCG).

i Finished goods
Brands and branding

52

A company gives a brand or brand name to its products so that they can be easily
recognized. This may be the name of the company itself: in this case, you can talk
about the make of the product, for example LG. For many products, you refer to the
make and model - the Ford (make) Ka (model), the Sony Vaio or the Canon Ixus.

Some brand names become names for the whole product category — for example
Hoover for vacuum cleaners or Biro for pens.

Brand awareness or brand recognition is the degree to which people know a
particular brand. All the ideas that people have about a particular brand are its
brand image. A brand manager is in charge of the marketing of goods or services
with a particular brand.

Branding is creating brands and keeping them in customers’ minds through
advertising, product and package design, and so on. A brand should have a clear
brand identity so that people think of it in a particular, hopefully positive, way in
relation to other brands. '

Products that are not branded — those that do not have a manufacturer’s brand name — are
generic products or generics.

A product sold by a retailer with its own name rather than the name of its manufacturer is an
own-brand product (BrE), or own-label product or store brand (AmE).
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22.1 Choose the correct expression from A opposite to complete each gap.

1 Unlike traditional product ... (line / mix / placement), under which companies
provided goods at no cost in exchange for the exposure, TV advertisers will pay a lot of
money for their products to get worked into the actual storyline.

2 At this food shop, the product ...........ccrur. (lifecycle / mix / positioning) includes local
produce as well as nuts shipped from California, wine from France and olive oil from Italy.

3 The new product ..... . (lines / range / placement) are Mr Ballmer’s answer to the
most difficult questlons about Mlcrosoft’s future: Where will it find new growth as the
Windows and Office businesses continue to mature?

4 There needs to be a tough cost-control policy throughout the different stages of the product
................................................ (catalogue / lifecycle / mix) in order to keep costs down.

5 The firm must define its markets, position ranges of brands and identify gaps which offer
opportunities for expansion or new product ....................... (line / mix / positioning).

6 Ford’s CEO Alan Mulally wants to streamline the company’s product ...

(lifecycle / portfolio / positioning) so more cars and trucks are produced in fewer pla.nts

22.2 Which group or groups in B opposite does each of these products belong to?

[1 microwave ovens 2 cotton 3 cars 4 hamburgers 5 soap powder)

22.3 Complete the gaps using expressions from C opposite.v

30 Days, 30 Ways to Save: Store Brand vs. Name Brand

In many stores, the generic or store-brand product is
to the right of the brand (1)
product on the shelf. Buying (2) ...
brand products instead of brand

(3) ... is definitely cheaper and
we're showing you just how much you'll save at the
grocery checkout on 30 days, 30 ways to save. One
shopper told us, () “.............oooo. brands,
yeah, you get a better price on that sometimes.”
Another shopper told us, I shop for alternatives. The
(£ Ml B 5 N brands are almost the same
in content and ingredient as the upper quality are. |
tend to nit-pick and shop.” It's no secret, buying

(Gt st brands saves you money.

But just how much? We did the shopping for you
and compared prices on 18 different products: rice,

corn tortillas, vegetable oil, diapers ... The difference

in price for all these groceries? Over $63.

Dya Campos, spokesperson for HEB, says,
“Customers really like the H~E-B brand.” So
you can see the difference, but can you taste
it? We asked shoppers to tell us which they
liked better.

Half told us they prefer HEB’s brand

@ .. .. and the rest would rather
buy brand [8} 2 products.

“We want to make sure that we're manufacturing
products in our own brand category that our
customers like and will continue to buy and
appreciate,” Dya Campos continues. “So, quality
and standards are really important for us.” We
noticed some of the biggest price differences
between brand (9) . .. medications
and HEB’s (10) brand medicine.

Over to you

e What are typical product placements in a particular film or TV show that you know?

o What are the most famous brands of chocolate, soft drinks, breakfast cereal and fast
food in your country?
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Price

B g
The owner of Allmart Stores talks about its prices:

‘As you know, our goods are low-priced and this permanently low pricing means
we charge low prices all the time. Our competitors say their goods are more
expensive because they provide customer service. But we believe that our customers
are interested in cheap goods and don’t want to pay extra for service.

‘It is true that we have loss-leaders — these are cheap items which are there to attract
customers. We have a policy of selling our goods below the ‘official’ list price or
recommended retail price. This policy of discounting — selling at a discount to the list
price — has been very successful.’

The owner of Luxmart says:

‘Allmart’s goods are cheap — low-priced but not of high quality. Our top-quality

goods are high-priced, I agree, but we have high levels of customer service. In fact,
most of our goods are mid-priced — not cheap and not expensive. But Allmart are
undercutting us on some products — selling the same ones at lower prices than us.”

I \Word combinations with ‘price’

boom  when prices are rising quickly, to the benefit of sellers

controls government efforts to limit the amount by which prices increase

cut a reduction

price 1 hike an incr§ase, especially one not wanted by the buyer; used by

journalists

war when competing companies reduce prices in response to each
other

tag a label attached to goods, showing the price; also means ‘price’

Upmarket and downmarket

Products exist in different models. Take skis for example. Some are basic and others
more sophisticated and exclusive. The cheapest skis are low-end or bottom-end.
The most expensive ones are high-end, top-end or premium products — designed for
very experienced users (or people with a lot of money!). The cheapest entry-level
skis are intended for beginners who have never bought skis before. Those in
between are mid-range. When you buy more sophisticated skis to replace basic
ones, you trade up and move upmarket.

If you buy cheaper skis after buying more expensive ones, you trade down and
move downmarket.

To say that something is downmarket often shows
disapproval. For example, if a publisher takes a newspaper :’E‘L‘“‘“’E: “‘:“";’k“' downmarket
downmarket, they make it more popular, less cultural, etc. 0 VPRI COMe

in an attempt to increase the number of readers.

m Mass markets and niches

Mass market is used to talk about goods that sell in large quantities and the people =
who buy them, for example family cars. A niche is a group of buyers with specific
requirements that is relatively small but that may be profitable for companies that

sell to it, for example sports cars.
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23.1 Look at A opp051te Then say if the statements below this table are true or false.

Ou: price

llsl price (i)

competing products

Defender
Freelander
Discovery
Range Rover

Avm.mx price ()f wml ir

1 The retailer has a pricing policy where the prices are below list prices.
"2 The Defender is low-priced, and cheap in relation to competing products.
'3 This retailer charges £58,695 for the Range Rover. :
4 The Range Rover is the highest-priced model.
5 The Range Rover is cheap in relation to competing products. -
6 All the models are sold at a discount to their list price.

23.2

Comoplete the sentences with the appropriate form of words in B opposite.

1 A standard tank with enough helium gas to fill 400 average-size balloons cost $40 five years
ago but $88 today, Kaufman said. And there will be another 50 per cent price
. before Christmas. :
2 Share prlces 'of firms related to the corn industry have closely followed the recent corn price

3 The price ..

, which has been largely fuelled by an increase in ethanol production.

.. have made the televisions, which are manufactured in Asia and

Mexico, affordable to many more families.

4 Government price ..

23.3 Look at C and D opposite.

STARBUCKS
IN TROUBLE

From the beginning, the key to
Starbucks’ success was its upmarket
image. That the coffec itself was rather
expensive only added to its appeal. If

.. make Alcon’s pharmaceutical products less profitable.

Then read an article from 2008 and answer the questions.

For a long while Starbucks managed to
keep ahead of the game, expanding very
fast, buying competitors and launching
new products. Premium coffee remained
the basic product — and one others
could easily copy. Now McDonalds
offers premium coftee, not only cheaper

than Starbucks™ but of a quality that

Asaresult, Starbucks finds itselfcaught
in a new; unwelcome ‘third place)
pressed from below by ‘the fast-food
chains that until recendy had been
considered more downmarket, and
from above by a new generation of
more upmarket,  exclusive and
sophisticated coffee houses.

Yo wanted chcap CGECC, then A won ﬁrst pl:u:c ina survey in MQICh b}’

Consumer Report.

diner.

e T ot

1 What sort of image did Starbucks have when it was launched?
2 Was the fact that it was expensive a problem?

3 Did Starbucks grow just by opening new coffee shops? -

4 How has McDonald’s coffee changed in the last few years?

5 Is Starbucks in a good competitive position? Why? / Why not?

A B iy TSR

Over to you

e Which companies in your country offer the lowest prices?

~ for family cars - for home furniture - in supermarkets
e What are the advantages and disadvantages for a company with an upmarket image
trying to increase its sales by offering cheap products?
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Place

Distribution: wholesalers, retailers and customers

A distribution network distritntion:charifiel

PRODUCERS ‘ Wholesalers Retailers CUSTOMERS

DISTRIBUTORS

A wholesaler or retailer selling a particular type of product, for example cars, is a dealer, og,
especially in the case of computer equipment or telecommunications services, a reseller.

Wholesalers and retailers are distributors. Distribuitors may be referred to, sometimes
disapprovingly, as middlemen. If someone buys something directly from a producer, instead
of from a distributor, in order to save money, they might say that they are cutting out the
middleman.

Shops
A shop (BrE) or store (AmE) may be referred to technically, for example by a maker of goods,
as a retail outlet or sales outlet. Here are some types of shop:

@ chain store — a shop that is part of a group of shops, all with the same name
convenience store — a shop in a town that is open long hours
discounter — a wholesaler or retailer with very low prices

department store — a very large shop, usually in a town centre

hypermarket — a very large shop with a wide variety of goods, usually outside a town
@ supermarket — a very large shop, selling mainly food

In Britain, a shopping centre is an area or building with a number of shops. There are malls or
shopping malls where it is easy to park, especially on the edge of towns.

Franchises are owned by franchisees — the people that run them — but they only sell the goods of
a particular company. The franchisor — the company — provides the goods and organizes
advertising centrally and in return takes a percentage of the profits of each franchisee. Other
types of business, such as restaurants, can also be run in this way.

Direct marketing

‘Hi, ’'m Beatrice and I work in a direct marketing company in Brussels. We organize mailings,
sending information by post for everything from magazines to vacations. We call this direct mail,
but the people who dislike receiving it sometimes call it junk mail. Of course, we target our
mailing lists very carefully — choose who to send them to. There’s no point in sending mailshots
for garden tools to people who live in apartments!

“We also do telemarketing — selling by telephone from our call centres.
The most difficult thing is making cold calls to people who have had no
contact with us before.’

BrE: call centre;

AmE: call center
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Use expressions from A opposite to complete this presentation.

Michael Dell started out in the PC business in the 1980s when
he tried to buy a PC. There was a complicated

md c between the
manufacturer and the customer: (2} W
@i and (@) £ all added to
the costs, but at that time they didn’t add much value from the
point of the (5) c. . So until recently, Dell
manufactured every PC to order and delivered straight to the
buyer. This allowed them to reduce costs, and thanks to this
they have become the biggest manufacturer.of PCs. Now they
are in this strong position, they have started to sell their
computers through (6) r.... . (2 possibilities)

as well. ‘

Look at B opposite and say where you go if you want to
do the following.

1 park easily and visit a number of different shops without having to go to the town centre

2 visit different shops grouped together in a British town centre

3 buy a packet of sugar if all the supermarkets are closed

4 buy food and some other products extremely cheaply

5 buy clothes in a town centre without going to a spec1ahzed clothes shop

6 buy clothes, a computer and products for doing repairs on your house all in one shop,
outside the town centre

Which expression in C opposite does ‘it’ in each sentence refer to?

1 1 really hate it, all that stuff coming through my letter box.

2 It’s a terrible place to work. We have to make 30 calls an hour, and the manager is always
checking up on us.

3 300,000 well-targeted letters to cat-lovers? We can organize it, no problem.

4 T have to do it. I've never spoken to them before, and they may be in the middle of lunch but
Pve got no choice. :

5 The two main activities that make it up are mailings and telemarketing.

6 People who come home to ten answerphone messages, all selling things, tend to hate it.

Over 4o you

= Do you prefer shopping in the city centre or out of town? Why?

» Which companies in your country often advertise by direct mail?
¢ What do you think of telemarketing?
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Promotion

B cvcsing |

Each photo shows a different advertising medium.

Open-air hoardings (BrE) /
Billboards (AmE)

Classified ; A
advertisements

i

(iinie

|

-
]
o
.

Help support your body's defetices.
i I

Special displays TV commercial

A series of advertisements for a particular company, product, etc. is an advertising campaign.
A television advertisement is also called a commercial.

A person or business that advertises is an advertiser. An organization that designs and manages
advertising is an advertising agency.

Another form of advertising is sponsorship, where companies
sponsor events like concerts and sports events, by paying some
of their costs or paying for their products to be displayed.

BrE: ad, advert, advertisement

AmE: ad, advertisement

The sales force

A company’s salespeople — its salesmen and saleswomen - visit or phone customers and persuade
them to buy its products. Each member of this sales force has his or her own sales area or sales
territory — they may be responsible for a particular region. The head of the sales force is the sales
manager.

Promotional activities

Promotion (uncountable) can refer to all the activities designed to support the sale of a product,
including advertising. A promotion (countable) can describe:

! !

@ a special offer such as a discount or reduced price (see Unit 23)
@ a free sample — a small amount of the product to try or taste
® a free gift given away with the product

@ - a competition with prizes

Supermarkets, chain stores and airlines also offer loyalty cards — the more you spend, the more
points you get, and you can exchange these points for free goods or flights.

A cross-promotion is where you buy one product, and you are recommended to buy another
product, for example a2 washing machine with a recommendation for a particular brand of
washing powder.

Advertisements where famous people recommend the product are product endorsements.

Product placement is when a company pays for its products to be used or seen in films and TV
programmes (see Unit 22).
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25.1 Complete the crossword with the correct form of words from A, B and C opposite.

1

Across Down
4 Particular offers, competitions, etc. (10) 1 BrE for ‘billboard’ (8)
6 You find these at exhibitions: special 2 Can encourage customers to revisit the
............................. (8) same Store; ............... cards (7)
7 They give you direct experience of a 3 TV advertisements (11)
product (7) 5 One salesperson takes care of this (9)
10 You win these in competitions (6) 7 Not necessarily neon (4)
11 An organization that plans and designs 8 Head of the sales force: sales

campaigns: advertising ........ . (6) 9 Male salespeople (8)
14 All the sales people: sales .. 12 TV is an example of a ................ 6) .
15 Given away with a product (5) - 13 One salesperson takes care of this (4) =
16 Organizations that advertise (11)
17 The sales force is made up of salesmen

and sales.

25.2 Match the sentences (1-5) with the correct expressions (a—¢) from C opposite.

[a free gift bloyalty card ¢ product placement d pramotions e special offer ]

1 Many supermarkets run competitions and offers to encourage people to buy from them.
2 Yesterday, I bought two kilos of oranges for half the usual price.

3 I bought some coffee that came with a free mug.

4 Cars in Bond films have ranged from an Aston Martin to a BMW.

5 I sometimes forget to take it when I go shopping, but you can add the points later.

Over {o you

e Describe a sponsorship .deal in sport that you know of.
» Which companies offer loyalty cards in your country?
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E-commerce

B2C, B2B and B2G

Selling to the public on the Internet is business-to-consumer or B2C e-commerce.
Business-to-business e-commerce or B2B, with firms communicating with and
ordering from their suppliers over the Internet, is e-procurement.

The Internet is also changing the way that citizens deal with their governments. In
some places you can already communicate with government departments, apply for
government contracts and pay taxes using the Internet. Businesses doing this are
using the Internet for business-to-government or B2G purposes.

Web 2.0

The first phase of selling over the Internet ended with the dot-com bust of 2001,
when many internet sellers went out of business.

We are now in a more stable phase of internet selling, dominated by a few big
websites such as Amazon and eBay. This second phase is sometimes referred to as
Web 2.0.

Web 2.0 is also used to refer to the increasing importance of social-networking sites
such as Facebook, video-sharing sites such as YouTube, blogs — online diaries — and
collaborative sites where people work together on particular projects. The best
known is Wikipedia, the online encyclopaedia entirely written by users.

Amazon and eBay

Amazon was founded in 1994, and launched online in 1995 by Jeff Bezos. It started
by selling books: but now sells everything from jewellery to electronics. It also hosts
other sellers on its site — other sellers can offer their goods — and takes a commission
— percentage of money from sales — from them on products sold through the site.

eBay was founded in 1995 by Pierre Omidyar. It’s an auction site linking buyers and
sellers, a method of selling where buyers put in bids — increasing offers — for goods:
the highest bidder — person offering the most — wins, and eBay takes a commission
on each sale.

Online is also spelled on-line. Online is

ten times more frequent than on-line.

n Word combinations with ‘online’

60

Online selling is only one form of e-commerce. Here are some others.

banking you can check the state of your bank account.

dating you can find a partner.
- gambling / . ’
i . ou can make (and lose!) money in games of chance.
With online gaming y ( ) ying
brokerage  you can buy and sell shares, etc.
travel you can make bookings for flights, etc.

fundraising non-profit organizations (see Unit 12) can raise money.
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26.1 Look at A opposite and say whether each of these uses of the Internet is B2B, B2C or B2G.

1 Private individuals can rent a car without phoning the car rental company.

2 The city is looking for construction companies to build a new airport. There are hundreds of
pages of specifications you can obtain from the city authorities.

3 Car companies are getting together to buy components from suppliers in greater quantities,

reducing prices.

4 Businesses can get information about taxes from a government website.
5 Members of the public can buy legal advice from law firms.

26.2  Look at Band C opposite. Read the article and answer the questions.

SOCIAL SHOPPING

Stephanie Rahlfs is a keen follower of the latest fashion
trends. She reads a dozen fashion magazines. She writes
a blog called Adventures in the Stiletto Jungle, an online
source for fashion product reviews. Rahlfs, a 30-year-old
former lawyer in Santa Clara, also is one of the style-
setters helping to power the next generation of online
shopping sites. On ThisNext, Rahlfs recommends must-
have clothes and accessories, from a Marc Jacobs
bracelet to a Juicy Couture sweater. Her suggestions feed
into an engine that lets other shoppers — not just her
friends and readers of her blog ~ find products online.
Called social-shopping sites, ThisNext, Kaboodle,
Stylehive, StyleFeeder and others are incorporating the
community features of Web 2.0 into online shopping.
They represent the latest tool for online shoppers this

holiday season, using the power and expertise of friends
and others online to help locate the perfect gift.

"I'm a really good shopper in fashion and beauty, but
| don't know anything about shopping for gadgets or
kids," said Rahlfs. “The great thing is | can share my
expertise and | can pull from the expertise of others and
find out what other people would buy.”

Online Christmas holiday shopping is expected to
grow this year, despite fears that the economic crisis
could discourage people from spending too much
money. A report by the Forrester research firm predicts
that online shoppers will spend about $33 billion this
season, 21 per cent more than last year.

“The online shopping population is more affluent
and less price-sensitive," said Sucharita Mulpuru, an
analyst with Forrester. “They're busy and time-starved
and looking for solutions on the Web."

1 What is Stephanie Rahlfs’s blog about?
2 Can you buy products on her blog?

e

3 Are social-shopping websites like ordinary e-commerce sites?

4 What is the advantage of social-shopping websites for Stephanie Rahlfs?

5 Why is it surprising if online Christmas shopping grows by 21 per cent this year?

6 According to Sucharita Mulpuru, are online shoppers a) richer than average, and b) less
worried about paying higher prices than most other people?

26.3

Complete each sentence with an expression from D opposite.

1 Thirty-five per cent of US adults don’t take all of the vacation days they receive, according to

a survey done by the online ...
2 With debit cards and online ..

3 Médecins sans Frontiéres has used online

service Expedia. :
, how much cheque-writing do you still do?

................................................ to successfully raise money and

show the world the projects it is working on.
4 Investors are advised to consider costs beyond advertised rates in selecting an online

of my clients have become addicted to online ... .

-

Over 40 you &

What are the potential problems of shopping online?

Business Y;ocabulary in Use intermediate




27
YT

62

Sales and costs

Sales

The goods and services that a business sells,
and the money it receives for them from
customers, are its sales. Denise van Beek of
Nordsee Marine works in sales. In fact, she is
sales director, in charge of the sales
department. Denise is talking to her sales team
at a sales meeting.

‘Our sales figures last year were good and
revenue or turnover — money from sales — was
€14.5 million, on sales volume or unit sales of
49 boats. This was above our target for the
year of €13 million. We estimate our sales
growth next year at 10 per cent as the world
economy looks good and there is demand for
our products, so my sales forecast for next
year is nearly €16 million.”

Costs

A sales meeting

Sale and sales are nouns. Sell (sold, sold) is a verb.
In shops, the sales are a period when goods are sold

more cheaply than at other times. BrE/AmE: sales
revenue; BrE only: sales turnover

The amounts of money that a business spends are its costs:

@ direct costs are directly related to providing the product, e.g. salaries

e.g. administration

fixed costs do not change when production goes up or down, e.g. rent, heating, etc.
variable costs change when production goes up or down, e.g. materials
cost of goods sold (COGS) are the variable costs in making particular goods

overheads, overhead costs or indirect costs are not directly related to production,

Some costs, especially indirect ones, are also called expenses or operating expenses.

Costing is the activity of calculating costs. Amounts calculated for particular things are costings.

is the least frequently used.

Overheads is much more commonly used than overhead costs, and indirect costs

BrE and AmE: overheads (plural noun); mainly AmE: overhead (uncountable noun)

Margins and mark-ups
Here are the calculations for one of Nordsee’s small boats.

@ selling price = €50,000
@ - direct production costs (= costs of raw materials, labour, etc.) = €35,000

@ selling price — direct production costs = gross margin = €15,000

@ total costs = €40,000

@ selling price — total costs = net margin, profit margin or mark-up = €10,000

The net margin or profit margin is usually given as a percentage of the selling price, in this case

20 per cent.

The mark-up is usually given as a percentage of the total costs, in this case 25 per cent.
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27.1 Match the expressions (1-7) from A opposite with their definitions (a—f). Two expressions have

27.2

27.3

27.4

the same definition.

1 sales figures a the money received from sales (2 expressions)

2 sales forecasts b sales hoped for in a particular period

3 sales growth ¢ the amount of sales, either in terms of money or the
4 sales revenue number of things sold

5 sales target d increase in sales

6 sales turnover e statistics showing the amount sold, perhaps over time
7 sales volume f sales expected in a particular period

Complete the sentences with the correct expressions from A or B opposite.

1 Can your four cleaners clean 30 hotel rooms in five hours at 45 minutes per room? Your
answer to this will affect your ... . (unit sales/ costings)

2 The bank’s CEO said operatmg . (€xpenses / sales) rose due to a new wages
agreement and higher staff numbers in Austraha

3 Last Christmas, many people realized they could get far better value if they waited until

.. (the sales / sales forecast) in January to buy their presents.

4 Our - (costings / sales) department specializes in organizing holidays and
conferences tailored to individual group requirements.

5 The costs for external consultants are ... (fixed/ variable) as they change with
the number of consulting days. The costs for internal consultancy, by contrast, comprise a
large proportionof ... ... (fixed/ variable) costs because setting up the internal
consultancy — hiring permanent staff, renting offices, etc. — and maintaining it involves

s .(fixed / variable) costs.

6 Pr1c1ng your cheese sandwich at £3 when the variable costs of making it are £2.80 does not
mean that you have made 20p profit. If your ... (overheads/ unit sales) are
£40,000 per year, you will have to sell 200,000 cheese sandwiches just to cover them.

Choose the correct expression from B opposite to describe Ford Motor’s costs.

1 the salary of an office receptionist (direct cost / indirect cost)
2 heating and lighting of the building where cars are made (fixed cost / variable cost)

3 the materials used in the cars, and the salaries of production workers (overhead cost / COGS)

4 running the office (overhead cost / direct cost)
5 metal used in making the cars (fixed cost / variable cost)
6 the salary of a worker building the cars (direct cost / indirect cost)

Look at C opposite. Then read what this company owner says and answer the questions.

‘T'm Vaclav and I own a small company in Slovakia that makes furniture for IKEA. For

example, we make a very popular line of wooden chairs. They cost €36 each to make, including

materials and production costs. We estimate overheads, including administration and marketing

costs, for each chair at €4, and we sell them to IKEA at €50.

1 What is the gross margin for each chair?

2 What is the net margin for each chair?

3 What is the mark-up for each chair as a percentage of total costs?

4 What is the profit margin for each chair as a percentage of the selling price?

Over o you ‘l

Think of the company you work for or one you would like to work for. Which of its products
or services has the highest sales? What are its biggest costs?
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P443 Profitability and unprofitability

IS rrofitable and unprofitable products

A supermarket manager talks about the costs and prices for some of its products.

| Product | Cost per |Sale price per |Result
| \unit (euros) !unit {euros)
10 12

! We make a profit: the product is profitable or
kN profit-making.

B
' L <C We break even: we reach break-even point.j
C 8 7 We make a loss. The product is loss-making, but we use Product
C as a loss-leader (see Unit 23) to attract people to the store,
knowing they will then also buy profitable products.
D 12 22

fProduct D is very profitable and we sell a lot of
=5 it. It’s one of our money spinners or cash cows —
products that have very good profitability.

m Budgets and expenditure

Euros

1200000
1000000

800000
600000
400000
200000

Here are some graphs about the marketing activities that Nordsee and Vaclav’s firm
(see Unit 27) budgeted for — the money that they planned to spend on each one.

Actual Euros Euros
expenditure 1200000 1200000
1000000 1000000 Nordsee's
800000 800000 spend
600000 pyqget . ACua! 600000 i

expenditure '
p 400000 Vaclav's

spend
200000

400000
200000

L TR & ol 0 . . .
NORDSEE VACLAV ADVERTISING EXPENDITURE

Nordsee went over budget and ~ Vaclav underspent by 50,000 On advertising, Vaclav’s expenditure or
overspent by 200,000 euros. euros. He was under budget. spend was only 200,000 euros, while

Nordsee’s advertising spend was 700,000.

Spend is usually a verb, but can be used

as a noun, as in advertising spend.

Economies of scale and the learning curve

64

Big manufacturing companies such as Ford benefit from economies of scale. For example, the costs
of developing a new car are enormous, but the company can spread them over a large number of
cars produced and sold. However, there are limits to this. After a point, a given increase in
production actually causes diseconomies of scale — an even bigger increase in production costs.

The company also benefits from the experience curve or learning curve - as it produces more, it
learns how to do things more and more quickly and efficiently. This brings down the cost of
each thing produced, and the more they produce, the cheaper it gets.
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28.1 Look at this information about Vaclav’s firm’s products arid answer the questions.

| Unit production . Overheads
per unit (€)

cost (€)

Chairs

Number of units |
sold per year

Selling
price (€)

18
Armchairs | 36 | 4 | 50 | 50,000
Coffee tables | 55 | 5 | 60 | 30,000
Sofas l 70 | 7 | 80 | 20,000
Dining tables | 250 | 30 ! 300 | 15,000

1 Which products make a profit?

2 Which product has the highest level of profitability as a percentage of its selling price?

3 Which loses money?
4 Which just breaks even?

5 Which is the biggest money spinner or cash cow, in terms of overall profit?

28.2

1 She felt the organization was ................

was a waste of money.

Complete the sentences using correct forms of expressions from B opposite.

on entertainment and luxury travel, which

2 Dallas-Fort Worth airport’s expenses were running $10.9 million ..o

the savings.

3 In planning the concert, they found they had forgotten to

at $343.3 million, with lower maintenance costs providing the majority of

the singers, and only had money to pay the orchestra.
4 The Chinese government has poured large amounts of money into innovation, doubling its

(2 possibilities) on research and development.

5 The film Are We There Yet? with Ice Cube earned $82 million in ticket sales on a

.......... e OF $32 million.

28.3

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

1 Which of Nokia’s markets does the article refer to?

2 What is the main difference in these markets, compared to a few years ago?
3 Do global economic problems mean that the markets will grow more slowly?
4 What percentage of its phones does Nokia sell in these markets?

5 Which one of the concepts in C opposite does the article relate to?

Churning out nearly 40 per cent of the world’s

phones, Nokia has said it anticipates replacement
phene unit sales in new growth markets to exceed

first-time unit sales this year. Nokia dominates low-
end phone sales in emerging markets.

“The name of the game is changing,” Alex Lambed,
Nokia's Vice President, Entry, told Dow Jones
Newswires, "It is changing from simply a first-time user,
voice-driven market, to a replacement market where we
see an opportunity for providing additional services.”

Over 4o You '

Lambed, who oversees Nokia's efforts in emerging
markets, said he still sees "very strong underlying
growth” in these markets, despite broader economic
weakness in global financial markets.

Thanks to its massive size, Nokia is a powerful
force in these high-growth regions with its ability to
produce large numbers of low-end handsets at ever
lower cost. Nokia says emerging markets made up 60
per cent of the industry's device volumes last year, up
from 55 per cent in the previous year.

e What kind of products are money spinners in your country?

e What kind of companies have very large advertising spends in your country?

* How do companies benefit from economies of scale?

Business Yocabulary in Use Intermediate

65



Getting paid
n Shipping and bil!ing‘

When you ask to buy something, you order it or place an order for it. When the
goods are ready, they are dispatched or shipped to you.

An invoice is a document asking for payment for something and showing the
amount to pay. The activity of producing invoices and sending them to customers is
invoicing or billing. If a supplier chases an invoice, they ask for payment because it
has not been paid on time. If you settle an invoice, you pay it.

‘ Biiling is much more frequent than

invoicing, especially in the US.

Trade credit
Vaclav talks about his furniture business.

‘Of course, we don’t expect our business customers to pay immediately: they are
given trade credit ~ a period of time, usually 30 or 60 days, before they have to pay.
If a customer orders a large quantity or pays within a particular time, we give them
a discount — a reduction in the amount they have to pay.

‘But we ask some customers, especially ones we haven’t dealt with before, to pay
upfront — before they receive the goods. Like all businesses, we have a credit policy,
with payment terms — rules on when and how customers should pay. This is part of
controlling cashflow — the timing of payments coming into and going out of the
business.’

Jennifer and Kathleen are businesswomen. Jennifer has her company in Britain and
Kathleen owns one in the US.

These businesses are our
customers or accounts. The most
important ones are key accounts.

P'm waiting for these customers to
pay me. They’re my debtors (BrE).

{ Pm waiting for these

customers to pay me. They’re
my accounts receivable (AmE)
or receivables (AmE). )

.| 1 must pay these suppliers and\
. other organizations. They’re
my accounts payable (AmE)
'{ or payables (AmE).

I must pay these suppliers
and other organizations.
They’re my creditors (BrE).

Some businesses that owe me money
will probably never pay. These are
bad debts and I’ve written them off.

Jennifer Kathleen
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29.1

29.2

29.3

Look at A opposite and rearrange these events involving two companies into a logical order.

a Superinc eventually settled the invoice. —

b Superinc ordered goods from Messco, which dispatched them to Superinc.

¢ Superinc then received the invoice but did not pay it on time.

d Two weeks later, Superinc had still not received an invoice from Messco and began to think
that Messco’s invoicing was not very efficient.

¢ Someone in the accounts department at Messco chased the invoice by phoning the accounts
department at Superinc. )

f After the goods were shipped, someone in the accounts department at Superinc noticed that
they had not received an invoice for them and asked Messco to issue one.

Complete these extracts using expressions from B opposite. Use each expression once.

1. = B is a constant problem. 'm getting my materials from different suppliers on
a 30-day payment basis and supplying large companies who pay me on a 60-day payment
term.

2 With some new wines, you can pay a special price ... and wait for it to be
delivered in about ten months’ time.

3 Small businesses often complain that larger companies abuse ...
................................................ by paying invoices more and more slowly.

4 We offer a 2 percent ... for payment within ten days.

5 We have a very strict - our
................................................ are that everyone pays within 30 days.

Replace the underlined parts of what Saleem says with expressions from C opposite, using
British English.

‘My name’s Saleem and I own a
clothing company. Our (1) most_
important customers are department
stores. Getting paid on time is very
important and we have an employee
whose job is to chase (2) people who
owe us money. Of course, we pay

(3) suppliers and other people we owe
money to as late as possible! Luckily,
I haven’t had much of a problem with

(4) people who don’t pay at all, so we
haven’t had to (5) decide not to chase

them any more.

Over 4o you

e Once you have ordered a book online, how long would you expect to wait for the book to

arrive after it had been dispatched to you?
o What kinds of companies offer discounts, and why?
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Assets, liabilities and the balance sheet

Assets

T At R bl hret Bacis

> y al 1
| WV | | | A | e B

Something that has value or the power to earn money for a business is an asset. These inchide:

@ current assets — money in the bank, investments (see Unit 36) that can easily be turned
into money, money that customers owe, stocks of goods that are going to be sold -

@ fixed assets — equipment, machinery, buildings, land

@ intangible assets: goodwill — the value that a company has through its reputation with
existing customers — and brands (see Unit 22), because an established brand allows its
owner to earn money from it, rather than having to build up a brand from nothing

If a company is sold as a going concern, it is sold as a functioning operation.

Depreciation
Joanna Cassidy is an accountant in a publishing company:

‘Assets, such as machinery and equipment, lose their value over time because they wear out, or
are no longer up to date. Amounts relating to this are depreciation or amortization (AmE
mainly). For example, when we buy new computers, we depreciate them or amortize (AmE
mainly) them over a very short period, usually three years. A charge for this is shown in the
financial records: the value of the equipment is reduced or written down each year over that
period. It is then written off completely — shown as having no value at all — at the end (see Unit
29). This is a write-off.

“The value of an asset at a particular time as shown in a company’s accounts is its book value.

This may or may not be the amount that it could be sold for. For example, land may be worth
more than shown, because it has increased in value. But our computers could probably only be
sold for less than book value.”

-Liabilities

A company’s liabilities are its debts to suppliers, lenders, the tax authorities, etc. Debts that have
to be paid within a year are current liabilities; those payable in more than a year are long-term
liabilities — for example long-term bank loans.

Balance sheet

A company’s balance sheet gives a picture of its assets and liabilities at a particular time. This is
usuallyat the end of the 12-month period of its financial year (see Unit 31).
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30.1

30.2

30.3

Over 4o you '

Obtain a copy of your company’s balance sheet or a copy of the balance sheet of a company
that you are interested in. What are its main assets and liabilities?




31

‘Hi, Pm Fiona and I’'m an accountant. I work in
Edinburgh for one of the big accountancy firms. We look
at the financial records or accounts of a lot of companies.
We work with the accountants of those companies and
the book-keepers — the people who work-under them.
Sometimes we act as auditors — specialist outside
accountants who check a business’s accounts at the end
of a particular period to see if they give a true and fair
view — in other words, that they are accurate and complete.

‘When a company’s results are presented in a way that
makes them look better than they really are, it may be
accused of creative accounting or window dressing. Of
course, one of our jobs is to spot this and to prevent it
happening!

‘Audits are only part of what accountants do, but it’s a very important part.’

The profession is called accountancy (BrE) or accounting (AmE).
The activity is called accounting in both BrE and AmE.

S s

A firm reports its performance for a particular period in its results. In Britain, results for a
particular year are shown in the company’s annual report. This contains, among other things, a
profit and loss account; in the US, they call this the income statement.

In theory, if a company makes more money than it spends, it makes a profit. If it makes less than
it spends, it makes a loss. But it’s possible for a company to show a profit for a particular period
because of the way it presents its activities under the accounting standards or accounting rules of
one country, and a loss under the rules of another.

A pre-tax profit or a pre-tax loss is one before tax is calculated. An exceptional profit or loss is
for something that is not normally repeated, for example the sale of a subsidiary company or for
the costs of restructuring (see Unit 34). A company’s gross profit is before charges like these are
taken aways; its net profit afterwards. Profits are also referred to as earnings. The final figure for
profit or loss is what people call informally the bottom line. If a company makes a profit, it is in
the black. If it makes a loss, commentators may say that it is in the red. They may also use
expressions with red ink, saying, for example, that a company is bleeding red ink.

BrE: profit and loss account; BrE/AmE: profit
AmE: income statement; AmE only: income

m Financial reporting

A company’s financial results — its balance sheet (see Unit 30), profit and loss account, and a lot
of other information — is given in its annual report for a particular business year or financial year
(not necessarily January to December). US companies also refer to this as their fiscal year. UK
companies report their results every six months, and refer to first-half results and second-half
results. US companies report their results every quarter — every three months. Information given
by a company about its financial results is financial reporting.

Accountancy standards is about twice

as frequent as accountancy rules.
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31.1 Complete the crossword with the correct form of words from A and B opposite.

Across
1 and 2 down What the British call the
income statement (6,3,4,7)
6 What accounts have to follow (9)
7 Not occurring regularly (11)
8 What companies do when they announce
results: they them (6)
11 The final figure for profit or loss (6,4)

Down
2 See 1 across
3 What Americans call the profit and loss
account: income ... 9)
4 Companies publish their financial
,,,,,,,,,,,,,,,,,,,,,,,,,,,,, in their annual report (7)
5 Before tax is taken away (6)
9 Another name for ‘standard’ (4)
10 Not a profit (4)

31.2 The article below contains expressions in B and C opposite. Read the article and

say if the statements are true or false.

FORTH PORTS ANNOUNCES RESULTS

Charles Hammond, chief executive of Edinburgh-
based Forth Ports, announced first-half results that
showed increased pre-tax profits at its ports division
of £18.6 million, on revenue of £89.4 million.

The figures contributed to overall pre-tax profits —
including the group’s property division — that fell from

£12 million to £9 million on revenue of £90.1 million.
The pre-tax figure was hit by an £8.3 million loss
from Forth’s property investments, mainly a result
of Forth’s £7.5 million writedown in value of the
company’s Ocean Terminal development in Leith,
on Edinburgh’s waterfront.

1 The company’s results are for a full financial year.

2 The company made an overall pre-tax loss for the period.
3 All its activities made a profit.

4 Revenue in its port activities was about £90 million.

5 Overall pre-tax profit was only about half of that for its port activities alone, because of

losses in another activity.
6 Profit in its property activities was badly affected by the reduction in value of one of its
developments.

Over 4o Yyou

* What industries are Iikély to bleed red ink if the price of oil rises?

e What happens to companies if they are involved in creative accounting in your country?
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k¥4 Share capital and debt
n Capital

Capital is the money that a company uses p— —
to operate and develop. There are two — [ SHAREHOIDERS S| <4—
main ways in which a company can raise :
capital — find the money it needs: it can
either use share capital or loan capital

. Sh ital Dividend
from investors. These are people or (Share, capital (ividends)
organizations who put money in, hoping
to make more money from their :
investment or stake in the company (see > | COMPANY
Unit 36).

‘ Share capital Repayments
s . Loans .
Share capital is contributed by and interest

shareholders. They are individuals or
organizations that have provided or put —_—

up money to buy shares or stock in the b LENDERS i —
company. Each share represents a part of :

the ownership of the company. If you

hold shares in a company, you may receive dividends periodically, usually based on the company’s
earnings — profit — in the relevant period, if any. But some companies do not pay dividends, and
investors make a profit as the company grows and the value of its shares increases. Capital in the
form of shares is also called equity.

Loan capital

A company can also obtain capital in the form of money lent by investors who do not then have
part of the ownership of the company. This is loan capital; an investor or a financial institution
providing money in this way is a lender, and this money is referred to by them as lending.

The company borrowing money is the borrower and refers to the money as borrowing or debt.
A company’s total debt is its level of indebtedness.

The sum of money borrowed is the principal. The company has to pay interest — a percentage of
the amount it has borrowed — on its debt whether it has made a profit in the relevant period or not.

D Security

Borrowing by companies and other organizations is often in the form of bonds or debentures
that they issue — make available and sell to lenders. Different types of bonds and debentures have
particular technical conditions.

One of these conditions is whether there is collateral or security for the loan - if the borrower
cannot repay the loan, the lender has the right to take equipment, property, etc. from the
borrower and to sell it in order to get their money back. This equipment or property may be an
asset that was bought with the loan (see Unit 30).

D Lcveage

The amount of loan capital that a company has in relation s

to its share capital is its leverage. A company with a lot of SyEIAGE: leveraie. Mghity ievcrerd
.. . . A BrE only: gearing, highly geared

borrowing in relation to its share capital is highly leveraged.

A company that has difficulty in making payments on its
debt is overleveraged.
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32.1

32.2

Look at A and B opposite. Then read the article and match the figures with the things to which
they refer. .

BANK OF AMERICA TO RAISE $10 BILLION IN CAPITAL

Bank of America, the largest US bank, falling, demonstrated the effect of the
said on Monday it would raise $10 billion  crisis on banking’s surviving firms.

in capital and halve its dividend in an Bank of America said it would cut its
effort to survive the banking crisis. The dividend by half to 32 cents, giving'it an
moves came as the bank reported ‘extra $1.4 billion in capital each quarter.

earnings of $1.2 billion in the most recent The latest capital raising, which follows a
period - a third of the level of a year ago. big capital raising by the bank earlier this

Ken Lewis, Bank of America chief year, would involve issuing stock.
executive, said it was “important to raise “Both economic and financial market
capital to very high levels in this conditions have changed significantly in
uncertain environment”. the past two months,” Mr Lewis said.

“These are the most difficult times for ~ “The outlook is for still weaker economic
financial institutions that | have performance which we expect will reduce
experienced in my 39 years in banking,”  earnings.” Of the dividend cut, Mr Lewis
Mr Lewis said. But BofA’s announcement  said: “We cannot pay out what we have
on Monday, which sent its share price not earned.”

1 $10 billion a BofA’s profit in the latest period
2 $1.2 billion b the amount of capital that BofA wants to raise

3239 ¢ the amount per share of its latest dividend
4 $1.4 billion-  d the number of years that BofA’s CEO has worked in the banking industry
5 32 cents e the amount of extra capital that BofA will have in each three-month

period following the reduction in its dividend

Answer these questions, using expressions from C, D and E opposite.

1 You want to raise money for your company, but you do not want to sell shares. What can
you use instead? (2 expressions)

2 You want to raise money and you want to reassure lenders that they will get their money
back if your company cannot repay. What would you offer them? (2 expressions)

3 You are interviewed by a financial journalist who wants to know why you are borrowing
money. What do you tell them that you want to increase? (2 expressions)

4 The financial journalist writes an article saying that your company has a lot of debt in
relation to its share capital. Which two expressions might she use in her article?

5 A few months later the financial journalist writes an article saying that your company has
too much debt in relation to its ability. to pay. Which expression might she use in her article?

Over 4o You
e Have you ever thought of starting your own business? What sort of business would it
be? Where would you get the capital?

e Where do existing companies in your country normally get capital? Describe two methods
of doing this, and give some of the advantages and disadvantages of each,
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Success and failure

m Cash mountains

74

Microsoft is an extremely profitable company. Over the years, it has paid or distributed some of
its profits or earnings (see Unit 31) to shareholders, but it has also kept profits in the form of
retained earnings and built up - increased — its reserves. Commentators may say that it is sitting
on a cash pile or cash mountain. These reserves can be used for investment or to make
acquisitions — to buy other companies (see Unit 34).

Debt and debt problems

Debt often occurs in these combinations. These expressions are also used to talk about a
country’s foreign debts.

[ repayment is when a company repays its debt and/or interest on it. ‘Debt
servicing repayments’ refers to particular amounts repaid.
burden is when a company has difficulty repaying its debt.
Debt crisis is when a company can no longer pay its debt as planned.

rescheduling is when a company arranges with lenders to put its debt into new
restructuring  forms, with new repayment dates, etc.

L default is when a company cannot make payments on its debt.

repay Debt repayment and debt
reschedule ..

- a debt to defaulton [ a debt servicing are equally common.
[ TUCLIE service Debt restructuring is used

three times more than debt
rescheduling.

Turnarounds and bailouts

When the Northern Rock bank was in financial trouble, journalists described it as sick, ailing or
troubled. The UK government called in Ron Sandler, a company doctor — an expert in turning
round companies like this. At first, he looked for another company to buy Northern Rock and
bail it out so as to rescue it. Eventually, the government itself gave the bank money, hoping it
would recover — improve its situation. The government
said it would not allow the bank to collapse completely Sala Sumpanouliveiy). Bailaut (olD)
and to go out of business.

recover (verb); recovery (noun)

Bankruptcy
A company in serious financial difficulty has to take some legal steps.

In the US, it may ask a court to give it time to reorganize by filing for bankruptcy protection
from creditors. This means that the company doesn’t have to pay back its debts immediately.

In Britain, a company that is insolvent and unable to pay its debts may go into administration
under the management of an outside specialist called an administrator.

If the company cannot be saved, it goes into liquidation or into receivership. Receivers are
specialists who wind up the company - they sell the company’s assets and pay out what they can
to creditors (see Unit 29). When a company is wound up like this and it ceases trading, it stops
functioning and no longer exists.

When a company is in difficulty and cannot be saved, it goes bankrupt or (more informally) it
goes bust.
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33.2

333

Match the sentence beginnings (1-6) with the correct endings (a—f). The sentences all contain
expressions from A opposite.

1 Warren Buffett’s Berkshire— a pile for several years, without making any
Hathaway is sitting on a cash additional investments neither in refining nor

2 Surgut, Russia’s fourth-largest oil production.
producer, has been building up its b mountain of $36 billion, and he has chosen to
cash place more than one-third of the cash in foreign

3 Large cash currencies.

4 If an organization fails to make a ¢ earnings is 12.6 per cent.
profit, dividends may still be paid d of MedImmune Inc., the biotechnology company,
out of previous retained makes AstraZeneca a clear leader in the industry.

5 AstraZeneca’s $15.6 billion e earnings, but ultimately these will become

acquisition exhausted and the business will become

6 Sunoco Logistics has grown rapidly, bankrupt.
extending a pipeline-and-terminal f reserves have been a competitive advantage in
network, and its annual growth in the tech industry, where companies often need to
distribution of make rapid investments.

Complete the sentences with expressions from B and C opposite.

1 Now the economy threatenstoc _ _ _ _ __ _ under the country’s huge debt b -
more than $100 billion is owed to. foreign investors and banks alone.

2 We were a little bit surprised by the size of Temple-Inland’s debtr _ _ . __ _ _ , as we had
been expecting all of the profit to be returned to shareholders.

3 Ms Keller is an auto industry analyst and author of Rude Awakening: The Rise, Fall, and
Struggle for R _ _ _ _ _ _ _ of General Motors.

4 The International Monetary Fund’s b
back fromdebtc _ _ _ _ _

5 Gordon Owen, the chairman of Energis, is to receive a bonus of nearly £900,000 in
recognition of his work in t round the a company.

might not be enough to pull the country

Rachel is an accountant. Look at D opposite and correct what she says.

‘T work with the corporate recovery department of a London accountancy firm, with companies
that are in financial difficulty. They may be in (1) administer, and we try to find ways of
keeping them in operation. We may sell parts of the company and this, of course, means that
people will be laid off. ..

‘Our US office works with a system where companies in difficulty can get (2) protectors from
(3) credit, giving it time to reorganize and pay off some of its debts.

‘If the company can’t continue as a going concern, it (4) goes into receivers: we (5) wind off the
company and it (6) ends business. We sell all the assets and divide the money up among the
creditors in a process of (7) liquification.”

Over 4o You

e What happens when a company defaults on its debt repayments?

e Are there famous companies in your country that are in danger of going bankrupt?
e Should governments bail out ailing companies to save people from being laid off?
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Mergers, takeovers and sell-offs
Stakes and joint ventures

a stake
an interest ( in a company the shares that an investor has in a company
a holding
stake when more than half of a company’s shares are owned by
a majority | interest one investor, giving them control over how the company
holding is run
stake s
L ; when fewer than half of a company’s shares are owned by
a minority | interest .
. one investor
holding

Two companies may work together in a particular area by forming an alliance or joint venture —
they may remain separate companies, or form a new company in which they both have a stake.

) Vergers and takeovers

Delta Air Lines and Northwest
Airlines are to merge' in a deal that
will create the world’s biggest carrier.
The merger? could well bring about
further consolidation? in the US
airline industry.

Commerzbank, until not long ago
seen as a poor fourth in German
banking — and seemingly inevitable
prey’ for a takeover® — has become
a predator®, and is about to acquire’
its rival, Allianz,

Conglomerates

Yahoo on Wednesday rejected allegations by Carl
leahn, the investor, that it had damaged the chances

of any acquisition® by Microsoft with an expensive

worker compensation plan: The internet company
sald Mr leahn's reference to its employee plan as a
poison pill” ‘could not be further from the truth

Continental has potential investors which could act as
white knights'” as the German motor supplier seeks
to fend off'! an €11.3 billion ($17.6 billion) hostile
bid'? from Schaeffler, its privately owned rival.
Continental is in talks with five strategic and financial
investors that are prepared to pay a higher price than
Schaeffler's takeover bid'® launched last week.

| 10

1909 Lonrho began operating in Africa.
1961 Tiny Rowland started to transform the company into a worldwide conglomerate’.
1995 Lonrho’s African non-mining businesses had expanded, with the parent company?
controlling approximately 90 subsidiaries® that had diversified into* a wide range
of business activities. :
1995 Lonrho decided to restructure’ these African non-mining businesses into five core
activities®: motors, agribusiness, distribution, hotels and property, and construction
1998 These businesses were demerged’ in a process of divestment® and a new company was

created.

1 join

2 combination

3 reduction in the number of
companies

4 company that might be
bought

5 purchase

¢ possible buyer

7 buy

8 taking control by buying

most or all of its shares

something that makes a

company less attractive to

buy

companies which can save

another from being bought

against their will;

resist

unwanted attempt to buy it

{opposite = friendly bid)

13 attempt to buy it

9

11
12

2000 Lonrho began to refocus’® and to follow a strategy of divesting!® its non-core assets'!

order to pay off its debt.

|

2005 Most of Lonrho’s assets had been sold and the disposal'? programme completed.

2006 Lonrho starts to rebuild an African conglomerate.

Harge group of companies
main company

3smaller companies

“become involved in

Sreorganize Schange its activities
®main activities Oselling
’separated "pon-essential property, etc.

8selling unwanted companies Zsales
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34.1 Match the two parts of these sentences containing expressions from A and B opposite.

1 The Canadian government decided to sell up to 45 per cent of Air Canada to the public

2 The BBC has a minority

3 Russia’s second biggest airline is trying to buy a stake

4 China signed an agreement with Airbus to develop jointly a regional jet. The programme will
be managed through a joint ‘

5 New Tribune shares will be issued to company employees over time, and they will eventually
gain a majority '

a venture company in which China will have a 46 per cent stake, Airbus 39 per cent and
Singapore Technologies 15 per cent.

b and keep a 55 per cent controlling stake.

¢ interest in the successful satellite channel UK Gold.

d holding of the company’s common shares.

e in a US airline so that they can work out a marketing alliance.

34.2 Which expressions from A and B opposite do the underlined words in these headlines refer to?

GERMAN TRUCKMAKER MAN IN FRIENDLY | 4 UK COMPANIES UP FOR SALE
APPROACH TO SWEDISH RIVAL SCANIA ! TO FOREIGN BUYERS

FORD 70 BREAK UP ITS EUROPEAN . 5 coNoCco IN COMBINED

LUXURY DIVISION TO RAISE CASH OPERATION WITH ORIGIN ENERGY

T — - e IN CANADIAN NATURAL GAS

MIDWEST REJECTS _
AIRTRAN’S ‘INADEQUATE" ®  MFI IN POSSIBLE COMBINATION
_SEiEROr o8 e gark WITH HOMEFORM

34.3 Use correct forms of expressions from C opposite to complete what a journalist says about

conglomerates.

If a large company that has previously (1) d i a wide range of
activities then finds that some of these are becoming less profitable, it may decide to sell those
(2) Seivsiors that do not fit in with its overall strategy. The board of the

B)p c may talk about (4) d......oo these activities
and (5) T so that they can get out of particular businesses. In this case, the
group makes (6) d. of its (7) n -

AL and uses the money from these (8) d...............coooovvrr to invest in and
concentrate on-its (9) C.....oor, activities.

Over to You ‘h»

e Why do companies form joint ventures?
e Describe a recent merger in your country or elsewhere. Why did the companies merge?

o What is the core activity of your country's biggest company?

Business Vocabulary in Use Intermediate 77



35
RERLS

78

Personal finance

Traditional banking

‘T'm Lisa. I have an account at the local branch
of one of the big banks. I have a current
account which I use to write cheques, make bill
payments, and so on. It’s a joint account with
my husband. Normally, we’re in the black, but
sometimes we spend more money than there is
in the account and we go into the red and have
an overdraft. We have an overdraft facility — an
agreement with the bank to be in this situation
as long as the overdraft stays within a certain
amount. There are charges that are taken from
the account if we go overdrawn. And of course
we pay interest (see Unit 32) on the overdraft.
The interest rate is quite high.

‘I also have a deposit account or savings account for fiiE: crent aonolin oh eqUcEucolng

keeping money for the longer term. This account pays
us interest but not very much, especially after tax!

AmE: checking account
BrE: cheque; AmE check

‘We have a credit card with the same bank too, plus other cards with other credit
card companies. Paying with plastic is very convenient. But we pay off the total
amounts we’ve spent every month, so we don’t pay interest on these, luckily.

“We also have a mortgage — a loan to buy a house. This is with a type of bank called
a building society. Luckily, we were not affected by the credit crunch, when banks
were much more hesitant to lend than before, or negative equity, when house prices
fell and left some buyers owing more on their mortgage than their house was worth.’

Internet banking

“In the old days, there was always a queue when I went to my bank, but now they
offer internet banking. Through my computer at home, I can check my account
balances — the amount I have in each account — and transactions — money going in
and coming out. I can even apply for a personal loan online. If there’s a problem, I
can always phone the bank’s call centre (see Unit 24).”

Personal investing
‘We have some unit trusts — shares in investment companies that put money from
small investors like me into a range of companies. One type of unit trust g
here in the UK is in the form of an ISA - an individual savings account ~ [efil BrE: unit trusts
but there are many other financial products available for savers.

48 AmE: mutual funds

‘My husband and I have life insurance which would pay out if either of us dies.
This is just one of the insurance policies that we have.’

‘I pay contributions into a private pension, which will give me a regular income for
my retirement when I stop working (see Unit 7). 've never joined a company
pension scheme and the government state pension is very smalll’

‘I’'m lucky: I recently received a windfall, an unexpected one-off increase in the
value of my pension fund, when my pension company was demutualized (see
Unit 12).

‘Some financial institutions now offer all these financial products.’
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35.1

35.2

Look at A opposite and say if these statements are true or false.

You talk about the local ‘agency’ of a bank.

Americans refer to current accounts as cheque accounts.

A joint account is held by more than one person.

If you put €10,000 into a new account and spend €11,000, you are overdrawn by €1,000.
An account for saving money is called a safe account.

An account that pays a lot of interest has a high interest rate.

DU A WN =

Lisa is looking at her bank’s internet site. Look at B opposite. What does she click on if she
wants to do the following? '

1 see what rate of interest she

e G Yow Favoes Iock tep i is getting on her savings

Address |

35.3

account
2 see if she is in the red on
her current account

(a) See t bal and stat t - 3 see how much she owes on
(b) See credit card statements. i her existing credit card

(c) Check out our rates - highest of any major bank. . 4 obtain a new credit card

(d) Apply for our new low-interest credit card. ! 5 understand why she has

(e) Borrow up to £25,000. Apply online. Inmediate approval. | been charged for something
(f) Read our list of fees and charges. ‘ she thought was free

=

| § apply for a personal loan

Read the article and answer the questions relating to expressions from A, B and C opposite.

Complaints about financial products reach record levels

Complaints about financial products and services leapt by  There was a tenfold increase in complaints about charges
30 per cent last year to hit a record, underlining growing  on current accounts, and a sixfold increase in complaints

dissatisfaction with banks and insurers. The Financial about PPI, which has been heavily criticized amid claims
Ombudsman Service (FOS)said the sharp rise was fuelled  that it is overpriced and is mis-sold to people who would
by “sudden surges" in complaints about unauthorized never be able to make a claim. Meanwhile, the number of
overdraft charges and loan payment protection insurance  disputes relating to travel and health insurance fell during
(PP1), driven largely by media and internet campaigns. the period.

The FOS said that during the year, it referred 123,089 new  Sir Christopher Kelly, chairman of the FOS, said: “This time
cases for more detailed dispute-resolution work. A last year we had hoped we were starting to see a
spokesman said it had seen the number of mortgage and ~ downward trend in complaint numbers for the first time.
banking disputes more than triple, while insurance But instead, events during the year have led to the service
complaints had doubled. receiving record numbers of new cases.”

1 Which of these financial institutions are mentioned specifically?

a) banks b) insurance companies ¢) building societies
2 Which of these financial products do the problems mentioned relate to?
a) pensions  b) current accounts ¢) loan payment protection insurance

d) life insurance policies
3 Which other financial products are mentioned?
4 For which products has the number of complaints increased? For which ones has it decreased?

Over 4o You

e Think of one 3dvantagc.; and one disadvantage of online banking.
s What is the biggest bank in your country? Is it a national or international bank?
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£{: Financial centres w

Y Financial centres

Financial centres are places where there are many banks
and other financial institutions. The financial centre of
London is called the City or the Square Mile, and in New
York it is called Wall Street.

Financial centres bring together investors (see Unit 32) and
businesses that need their investment in order to function
and develop. A speculator is an investor who wants to
make a quick profit, rather than one who wants to invest
over a longer period of time.

Brokers, dealers and traders buy and sell on behalf of
these investors and, in some cases, for themselves or the
organizations they work for.

D Stock markets

The chief executive of Advanced Computers went through this process:

1 “We needed to raise capital (see Unit 32) to develop and expand, so we decided to float the
company — in other words to go public.

2 “Our shares were issued and listed for the first time on a stock market that specializes in small
companies.

3 “‘Our shares were oversubscribed — there weren’t enough shares for all the investors who
wanted them!

4 “The shares rose by 10 per cent on their first day. The flotation was a big success.’

BrE: financial centre

AmE: financial center

BrE:  stock (countable) list/quote shares on a stock market  flotation
AmE: stock (uncountable) list shares on a stock market initial public offering (IPO)
Stockmarkets outside the main English-speaking countries may be referred to as bourses.

Other financial markets

Products that are bought and sold on other financial markets include:

@ commercial paper — short-term lending to businesses (less than a year)

@ bonds - longer-term lending to businesses and the government (over several years)

@ currencies (foreign exchange or forex) — buying and selling the money of particular
countries

@ commodities — oil, metals and farm products, for example cereals

These are traded directly between dealers over the telephone and computer networks. Some
commodities are traded in a central building called a commodities exchange. Shares, bonds and
commercial paper are securities, and the financial institutions that deal in them are securities
houses. Securities markets are also called capital markets.

m Derivatives

A futures contract is an agreement giving an obligation to sell a fixed amount of a security or
commodity at a particular price on a particular future date.

An options contract is an agreement giving the right, but not the obligation, to buy or sell a
security or commodity at a particular price at a particular future time, or in a period of future time.

These contracts are derivatives. Dealers guess how the price of the related underlying shares —
the shares that the derivatives relate to — is going to change in the future, and use derivatives to
try to buy them more cheaply than they could otherwise.
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36.1 A financial journalist talks about the importance of financial centres. ; ;ﬁ
Complete the gaps with expressions from A opposite. / ;‘
Now that a lot of buying and selling can be done over computer ji
networks, (1) b_ _ _ _ _ sand (2)t_ _ _ _ s do not need to be in one 7
place,and 3)s_ _ _ _ __ _ _ s can make money by dealing over the i
Internet from a computer in their living room. £3
In New York, the area around ) W___ _ _ ____ is home to 1
many (5)f___ _____ 1N I—— s such as the New York :
Stock Exchange: %]
London is one of Europe’s most important financial (6) c_ _ _ _ _ s: over Wall Street
500 foreign banks have offices in London. But more and more of these financial institutions are
not actually based in the traditional area of the (7)C___ or 8)S___ __ ___ _ , as it’s often
referred to. As in New York, they are moving to areas where property is cheaper.

36.2 Read the article and answer the questions relating to expressions from B opposite. Begin the

answers with the words shown.

BANGLADESHI OPERATOR PLANS STOCK MARKET LISTING

Bangladeshi mobile phone network operator Aktel has
confirmed that it intends to list its shares on local stock
markets in an initial public offering. The company is 70
per cent owned by Telekom Malaysia International and
the 30 per cent remaining is currently in the process of
being sold by A.K. Khan to Japan’s DoCoMo for around
US$350 million.

“We have a roadmap to go public by the end of the year.
We are working on it,” Nora Junita Dato Seri Mohd

Hussaini, chief financial officer (CFO) of AKTEL, told The
Daily Star newspaper. Nora did not disclose how much
money the company is planning to raise from the capital
market saying that it was too soon to release that
information.

The country already has six operators but only three of
them are of any significant scale. Grameenphone is the
largest, and recently announced plans for a US$300 million
flotation on both the Dhaka and Chittagong bourses.

1 Where will be the shares be available? On ...

2 Who is Aktel’s current owner? It is ...

3 When are the shares going to be made available? Aktel is going to go ...

4 How much money will it obtain in this way? It’s too early to say how much capital they ...

36.3

Use expressions from C and D opposite to describe the following.

1 a bank that makes companies’ shares available

2 a contract to buy 500 tons of wheat for delivery in three months

3 coffee and copper
4 dollars, euros and yen
5 lending to a company for less than a year

6 lending to a local government authority in the form of ten-year investment certificates
7 shares, bonds, etc. but not currencies or commodities

8 the London Metals Exchange

‘9 the right to buy shares in a company in one month’s time at 1.50 per share

Over 4o you

e What is your country's main financial centre?
e What commodities are most commonly traded in your country?
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R¥4 Trading
B Varket indexes

If there is demand for shares in a company, for example because it is doing well, its
share price goes up. The overall value of shares traded on a stock market is shown
by an index (plural indexes or indices). Here are some of the most important

indexes:

1 London: FTSE: the Financial Times Stock
Exchange index — pronounced ‘Footsie’

2 New York: Dow Jones Industrial Average —
specializes in shares of long-established companies

3 New York: Nasdaq — specializes in shares of
hi-tech companies

B Varket activity: good times ...

Trading' has been heavyon the New York Stock Exchange, with very high
turnover? of one and a half billion shares changing hands’. We've seen some
spectacular gains*, especially among blue chips’.

The bull market® seems set to continie, after yesterday's record high’ at the
close® with prices continuing to rise today, having opened® at 14,600 and
gaining'® 121 points to close up' at 14,721.

Sentiment is bullish'% some of
the dealers I've spoken to expect the
Dow to go through the important
15,000 level™ sametime soon, but
others see this as a psychological
barrier'* that will be difficult to pass.

Jan Feb Mar Apr May June July Aug Sept Oct

... and bad

There was panic selling on the New York Stock Exchange today as share prices
fell to new five-year lows? in a massive sell-off*. We've seen some very big
dedlines* with billions of dollars wiped off° the value of some of America's
best-known companies, and more than ten per cent of total market
capitalization®, closing down 1,095 points’ at 10,072.

The bear market® seems set to' continue, with'more falls” in the next few days.
Dealers are still very bearish': there
is 1o sign of a rally'". If prices
continue to fall, we may be looking
3t a real stock market collapse'?

or crash'2, like the ones in 1929
and 1987.

“Jan. Feb:Mar Apr May June July ‘Aug Sept Oct

Business Yocabulary in Use Intermediate

4 Paris: CAC 40
. 5 Frankfurt: DAX
6 Tokyo: Nikkei
7 Hong Kong: Hang Seng
8 Shanghai: SSE

buying and selling of shares
23 large number

3being bought and sold

*big increases in value
Sfamous companies that are
profitable in good times and
bad

brising level of prices
7highest level ever

8end of the working day
Istarted the day

Wincreasing by

Hending the day higher
feelings are optimistic

3t0 pass the ‘round’ number
of ...

4an important level, but one
that is not easy to get through

Iselling shares at any price
“lowest level for five years
3selling

“decreases

Staken off

Sthe total value of shares on
the market

7ending the day lower
$alling level of prices
9decreases

Ppessimistic

prices starting to rise again
12yery serious drop in the
value of shares, with very
serious consequences
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37.2

373

Complete the article using information from A opposite.

Yesterday in Asia, in (1) ... , the Hang Seng
closed 1.6 per cent up at 15657 exactly. In Tokyo, the

@) o was also up, at 15747.20. In New York
last night, the (3) ... closed 1.8 per cent higher
at 10824 exactly, and the hi-tech (4) ... index
was 3.3 per cent up at 3778.32. Turning now to Europe,

in early trading in (5) ... the FTSE 100 is 0.1
per cent down at 6292.80. The French (6) ... .. ..
index is also slightly down at 6536.85. The DAX in

D oo » hOWeEVeEE, is 0.1 per cent higher at

6862.85.

Use expressions in B opposite to answer these questions.

1 What are shares in companies like IBM, Shell, and Procter & Gamble called?

2 What is the activity of buying and selling of shares on a stock market?

3 How do you describe the situation on a day with twice as many shares sold as usual on a
particular stock market?

4 How do you describe dealers who think shares in general will gain ten per cent in one day?

5 What is the name for a period when the stock market index has gone from 20,000 to 25,0007

6 How do you describe dealers who think that prices will fall?

7 How do they refer to the idea that 30,000 on a particular stock market index is important
but not easy to get through? ’

Match the headlines (1-4) containing expressions from C opposite with the graphs (a—d). -

1 a b
TECHNOLOGY STOCKS
SEE BIG DECLINES IN WL i
MORNING TRADE i i
A . . 4,000 eod
3,000
2 5,000
SHARES CONTINUE THEIR 2,000
NEW-YEAR RALLY oo 2,500
3 12 NOON 1PM 2PM 3PM 4PM 10 YEARS 5 YEARS TODAY'
COPPER PRICES AT AGO AGO
TEN-YEAR HIGH I d
S & = POINTS POINTS
10,000
4
PANIC SELLING AS 6,090 9,000
INVESTORS RUSH TO 5,500 8,000 /_/_/
SELL AT ANY PRICE :
RN 5,000 70004
ok — . '
N o M 1]

; v v v 1 3
9AM 10AM 11AM 12PM 1PM JANUARY

Over 4o you &
* Which company would you buy shares in today, and why?
o What might start panic selling on the stock market?

e What is the difference between a bull market and a bear market?
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Indicators 1

Finance and economics

Finance is:
B money provided or lent for a particular purpose. »
B the management of money by countries, organizations or people.
@ the study of money management.

A company with money problems has financial problems.

High finance involws very large amounts of money used by governments and large companies.
A person’s or organization’s finances are the money they have and how it is managed, etc. The
related adjective is financial.

Economics is:
8 the study of the way in which money works and how it is used.

® calculations of whether a particular business activity will be profitable or not. A profitable
activity is economic and an unprofitable one is uneconomic.

A government with money problems has economic problems.

Do not confuse ‘economic’ with economical. If something is economical,
it is cheap to buy, to use or to do. If not, it is uneconomical.

You don't say “m-
studying-ceanarmny’

Economic indicators (see below) are figures relating to how well a but Tm studying
country’s economy — system of money, production, etc. — is working. ceonomics.

Inflation and unemployment

Inflation is rising prices, and the rate at which they are rising is the inflation rate. The related
adjective is inflationary.

The unemployed are people without jobs in a particular area, country, etc. The level of
unemployment is the number of people without a job. Unemployed people are out of work, and
are also referred to as jobless (adjective) or the jobless, especially by journalists. When there are
not enough people available to work, there are labour shortages.

Trade

The balance of payments is the difference between the money coming into and going out of a
country. The trade balance is the difference between payments for imports — goods and services
from abroad — and payments for exports — products and services sold abroad. When a country
exports more than it imports, it has a trade surplus. When the opposite is the case, it has a trade

deficit. The amount of this surplus or deficit is the trade gap.

If the trade gap gets bigger, it widens; if it gets smaller, it narrows. a Nouns: EXport, IMport i
Verbs: exPORT, imPORT

Growth and GDP

Economic output is the value of goods and services produced in a country or area.

Gross domestic product or GDP is the value of all the goods and services produced in a
particular country. GDP per capita is the total output of a particular country divided by the
number of people living there.

The size of an economy is also sometimes measured in terms of gross national product or GNP.
This also includes payments from abroad, for.example from investments.

Growth is when output in the economy increases. The growth rate is the speed at which a
country’s economy grows and gets bigger
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38.1 Read the definitions (1-9) and write words from A opposite. The first one has been done as an
example.

1 A country’s system of money, work, etc.: ._economy.......
2 The study of this subject in schools, universities, etc.: ...
3 Adjective used to talk about profitable activities: ...

4 The opposite of 3¢ ...

5 Adjective meaning ‘cheap’: .
6 The opposite of 5:
7 How money is used, and the study of this:

8 An organization’s money and how it is managed: its
9 Adjective related to 8:

38.2 An economics reporter is talking about the economic situation in China. Complete what she
says with expressions from B, C and D opposite.

‘China’s economic indicators show that growth is likely to continue at its current level, with a

(1) of about 4 per cent per year over the next few years.
Unemployment is not a problem, with very few people (2)

............................................ . In fact, there are (3) , for example in
agnculture As far as the (4) is concerned, China

(5) o more than it imports, but the (6) will
narrow as the cost of its manufactured goods increases. China will continue to import more
services than it exports, so the (7) in this area will continue
t0(8) .

38.3 Look at D opposite and complete the bar graph and the pie

charts using the information. China growth rate
The growth rate in China for the first ten years remained 5
stable at around 4 per cent per year. After that the economy !
took off and a period of very fast growth followed, with 10 2
per cent growth per year, dipping to 8 per cent nine years e
later. Growth then picked up — at 10 per cent per year for :
the following nine years, but reaching 12 per cent this year. 3
2
Thirty years ago, 75 per cent of GDP in China came from 8
agriculture, 20 per cent from industry and 5 per cent from 30 20 10 this
. . al
services. At that time, GDP was i AR el a
US$1,000 per person in today’g China GDP
terms. Today, GDP per person is
US$5,500, 45 per cent coming :

] services
from industry, 45 per cent from -
agri;ulture and 10 per cent from industry
services.

[ agriculture

China GDP China GDP
30 years ago this year

Over 4o Yyou O3

e What is the difference between a trade surplus and a trade deficit?

e What is the inflation rate at the moment in your country? Is it rising or falling?
o Which three countries currently have the highest GDP?
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Indicators 2

B o v

! !

86

Journalists in particular use these verbs to describe amounts or figures that are going up.

1 BT SHARES ADVANCE IN ACTIVE TRADING E Shares in BT increased in value, and a
: : _ lot of them were bought and sold.

2 TRADE SURPLUS JUMPS TO RECORD LEVEL E The value of exports over imports is,
i higher than ever.

3 FUEL PRICES SETTO SKYROCKET E Prices for fuel are going to rise by a
large amount.

The number of people without work is

UNEMPLOYMENT LEAPS -YEAR . .
¥ ol MRGH E now higher than it has been for ten years.

®  GOOGLE SOARS AS INTERNET GROWTH CONTINUES | Shares in Google have increased
greatly in value due to continued

growth in internet use.

6 VW PROFITS UP AS CAR SALES | i ;
CONTERITS Profits.in VW have increased thanks

2 ; - to rapidly rising car sales

Going down
The verbs here are used to talk about amounts, figures, etc. that are going down.

7 A defence company has told 1,000 factory

employees that they are to lose their jobs.

1,000 JOBS AXED AS mzmncn §
PLANT CLOSES pr=s -

8 EUROPEAN CENTRAL BANK | The ECB has reduced interest rates when this was
CUTS RATE IN SURFRISE MOVE S erpedied:

SIEMENS E ASES ON PROFITS WARNING Si;men’s sharc? price has gone down slightly after they
: . . w said that profits would be lower than expected.

10 SEPTEMBER RETAIL SALES PLUMMET l Sales in shops have fallen a long way in September.

"' GOVERNMENT S.thﬂ.ﬁ.i . The government has reduced income tax by a large
INCOME TAX TO TEN PER CENT | 5000t 1o 10 per cent.

12 EURO M TO NEW LOWS. The dollar is worth less in relation to other

currencies than it has ever been.

Peaks and troughs

If a series of figures rises to a level and then stops rising, it levels off or levels out and remains
steady or stable, perhaps before going down again.If it reaches a peak — its highest level — and
then goes down, it peaks at that level. If it reaches a trough - its lowest level — and then bottoms
out, it stops falling.

Boom and bust

Demand is the amount of goods and services that people want in a particular period. A boom is
when there is rising demand, fast economic growth, falling unemployment, etc.

Stagnation is when the economy is growing slowly, or not at all. Stagflation is when there is slow
growth, but prices are increasing fast.

A recession is a period when there is negative growth — a period when the economy is getting
smaller because it is producing less. A slump is a very bad recession. A depression is a very bad
slump. Boom and bust is a period of growth and rising company profits followed by one with
falling growth and losses. (See also go bust — Unit 33.)



39.1 Look at these headlines containing words from A and B opposite and say whether the

39.2

statements about them are true or false.

1 | ELECTRIC CAR SALES LEAP

2  Sterling Plnminets As
US Dollar Falls Shghtly

5 ZIMBABWE INFLATION SKYROCKETS

6 ELI LILLY SURGES ON HOPES

FOR DRUG APPRQVM,

7 AMB JUMPS 13% ON BID HOPES

Sales have risen by a small amount.

The British pound has fallen a lot in
value, but the US dollar has fallen less.

The Polish government wants to reduce
the difference between what it spends
and what it receives in taxes.

The president of Brazil has asked the
minister to stay in his job.

Prices in Zimbabwe have risen sharply.

ELs share price has increased because it
appears that a new drug it has developed
will be approved for use.

Shares in AMB have fallen because it
may be a takeover target. °

Complete the crossword with expressions from C and D opposite.

0 Y
annnalE e
FI I N
=~ 10

Over 4o You W

Across
1 The worst economic situation (10)

............................. when it reaches its
‘highest level (5)

9 When a figure goes up to a level and
stays there, it ... (6,3)

11 When output starts rising from its

lowest level, it ... (7,3)
Down
2 A period when the economy is not
healthy (9)

3 Worse than 2 down, but not as bad as
1 across (5)

4 If the economy gets smaller, there is
............................. growth (8)

6 Rising prices without rising
growth (11)

7 A very slow economy (10)

8 If inflation doesn’t change, it remains

10 A very positive economic
situation (4)

» Have banks in your country cut interest rates this year - or have they increased them?
» What is the difference between stagnation and stagflation?
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if§] Wrongdoing and corruption

Y Wrongdoing
FINANCIAL SERVICES AUTHORITY

We regulate the financial services industry in this country. Our job is to prevent
market abuse and other financial wrongdoing, and punish the wrongdoers.

@ Insider dealing or insider trading is when @ Price fixing is when a group of companies in
someone buys or sells securities using the same market secretly agree to set prices
information that is not publicly available, for at a certain level so that they do not have to
example because they have been involved compete with each other.
with the company in some way. Chinese @ Market rigging is when a group of investors
walls are measures that financial institutions work together to stop a financial market
take in order to stop knowledge in one functioning as it should, to gain an advantage

department being used by another department  for themselves.
to buy or sell shares, etc. at an advantage.

People who commit financial crimes can be banned or barred - prevented from continuing in
their jobs. They can also be fined ~ made to pay a sum of money — or even sent to prison.

Bribery and corruption

An illegal paymeént to persuade someone to do something is a bribe, or more informally, a
kickback, sweetener or backhander (BrE only). Making an illegal payment is bribery. People are
corrupt and involved in corruption if they make or accept illegal payments. The more informal
word sleaze is used especially in connection with politicians who receive payments in this way.

Fraud and embezzlement _
‘My name’s Samuel Woo. I've been a detective in the fraud squad for 20 years.

‘Once, a gang counterfeited millions of banknotes in a garage. We found the equivalent of
US$10 million in counterfeit notes. Very good quality they were! Counterfeiting or forgery of
banknotes and financial certificates used to be a problem, but now all the forgers are in jail!

“Until recently, faking luxury goods like Rolex watches was also a problem, but we’re working
hard to close workshops where fakes are made.

“There are many cases of fraud. For example, some borrowers lie about their ability or intention
to repay loans. A new form of fraud is identity theft — where the criminal uses another person’s
details, for example their credit card, to make purchases.

‘And then there’s embezzlement. This is a type of fraud where someone illegally gets money from
their employer. One accountant sent false invoices from non-existent companies to the company

she was working for. She paid out money into bank accounts of the companies she had ‘created’.

She embezzled $2 million — quite a scam!

‘There are rackets - illegal activities for
making money. For example, there used to be
a lot of racketeers demanding ‘protection
money’ from business and shop owners. If

_ they didn’t pay, their businesses were bumt
down!

=@ You can forge cheques, letters, statements,
documents, signatures, banknotes, invoices.
You can fake credentials, documents, records.
You can counterfeit goods, drugs/medicines,
. { banknotes, cigarettes, products.

‘Money laundering — hiding the 111egal origin of money - is a problem, as gangsters are buying
property with money from drugs. When they sell the property, the money becomes ‘legal’. But
banks must now tell us when someone makes a large deposit in cash.’
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40.1 Answer the questions using expressions from A and B opposite.

1 , What are they
Ferry company managers from three ferry companies on the same route guilty of?
have been found guilty of meeting in secret in order to decide the prices
they will charge next summer.

2 What are the company and

A company has been making secret payments to

4 . the investors guilty of?
investors who buy its shares.

3 h TRl DR il Which word, used
¢ case involved a rich businessman who len $1 million toa especially about
politician so that he could buy a house. The politician was paying no litici d I
interest on the loan and did not mention it when asked to give a politicians, do p.e(:p ciuse
complete account of his finances. to talk about this?
£ o T i ) el a = 2l What are the traders
t was revealed that specialists in one department of the financial institution guilty of? (2 expressions)
are advising Company X on a merger with-another company. In another Wh Gonld &
department of the financial institution, traders heard about this and bought 4 o S qu ,t e
large numbers of Company X's shares. financial institution use
. to prevent this?
5 15 1 P 7 What could these payments be called?
company selling weapons to a foreign government has (4 expressions) What are the company
been making secret payments to politicians who make dth Ity of?
decisions on which companies to buy arms from. and the gover nment guilty of:
(3 expressions)
6 What was he

The man was charged with stealing data with the personal details of 150
people in order to make purchases with fake credit cards so that he could
have a millionaire lifestyle.

accused of?

40.2 Complete this table, using information from C opposite. The first row has been done for you.

€ O d € d € O d ciated
aocg ae or ao aje €

counterfeiting counterfeiter counterfeits a counterfeit counterfeit

embezzler

fakes
a forgery

money launderer - -

racketeering. - —

Over 4o You

¢ What do you think should happen to someone who is guilty of bribing a politician?

What should happen to the politician?
» What kind of wrongdoing is common on the Internet?
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Business ethics

Y Professional behaviour

90

Some professions have a code of ethics or code of conduct — rules or professional guidelines that
control the way they behave. Behaviour may be described as ethical or unethical. It may also be
described as professional or unprofessional.

[}
If there are breaches in the rules and they are broken, those responsible “25 BrE: behaviour
are guilty of unprofessional conduct. fupEsBibavinr

Companies also have codes of conduct, of course, but talk increasingly about corporate social
responsibility (CSR). With CSR, companies are establishing systematic rules for their behaviour
on moral, social and environmental issues.

Code of conduct is more frequent

than code of ethics.

Social issues

Investors are increasingly concerned about ethical investing —
where their money is invested. They want companies in which
they have stakes or holdings — investments — to be socially
responsible. For example, they want firms that they invest in to
protect human rights — the ways of treating people fairly and
with justice. They don’t want them to employ child labour -
children who work. Investors check that the firms don’t exploit
workers by using sweatshop labour — employees working very
long hours for very low wages.

They may want to know if the companies have affirmative
action programs to prevent discrimination: Sweatshop tabour

@ to stop people from ethnic minorities — particular racial

groups — being treated unfairly (see Unit 8). s fabgs

B
AmE: labor

@
Bt
]
z

@ and to stop women being treated unfairly in relation to men.
If investors do not approve of a company’s activities, they may sell their stake or holding in it.

Investors are one group of stakeholders in a company. Other stakeholders include employees,
customers, suppliers and taxpayers.

Environmental or green issues are of course very
important. The most important of these is carbon
emissions, the amount of carbon dioxide produced by
industry that contributes to global warming or climate
change — the way that the atmosphere is getting hotter and
causing warmer temperatures, more storms, etc. Businesses
are trying to reduce their carbon footprint — the level of
these emissions — to show that they are carbon-neutral, so
that emissions that they do produce are compensated for
by reductions elsewhere: this is known as carbon offset.

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

Across

4 and 14 Measures taken to prevent discrimination: programs (11,6) ’

7 When manual workers are employed in very bad conditions with very low pay (9,6)
9 When one group of people is unfairly treated in relation to another (14)
12 A written set of rules of behaviour (4,2,6) -

13 If companies pay very low wages for very long hours, they ............. their workers (7)

15 Another word for ‘holding’ )
16 See 6 down

Down

1 If you behave in ways that do not harm people, the environment, etc., you are socially

............................. (11)

2 Gases produced by industry, transport, etc. (6,9)

3 Actions taken to compensate for 2 down (6)

5 The adjective related to ‘ethics’ (7)

6 Another word for the adjective in 8 down (5)

8 and 16 across  Problems relating to the land, air, water, etc. (13,6)
0 A particular racial group: ethnic ... (8)

1 One aspect of CSR: issues (5)

Over 4o You

* Think of a company that has a good reputation for social responsibility. Describe some of

the ways in which it has gained this reputation.
» Do companies in your country have affirmative action programs? What do they consist of?

Business Vocabulary in Use Intermediate
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Time and time management

B Timeframes and schedules

“Time is money,” says the famous phrase. The timescale or timeframe is
the overall period during which something should happen or be
completed. The lead time for something is the period of time it takes to
prepare and complete or-deliver all or part of something.

The times or dates when things in a plan should happen are its schedule
or timetable. If a project is completed at the planned time, the project is
on schedule; completion before the planned time is ahead of schedule and
later is behind schedule. If something happens later than planned, it is delayed: there is a delay. If
you then try to go faster, you try to make up time. But things can take longer than planned!

A period when a machine or computer cannot be used because it is not working is downtime.

chedule is far more frequent than timetable, timeframe or timescale.

S
Schedule is also more used in expressions like ahead of schedule, etc.

Projects and project management
A project is a carefully planned piece of work to produce something new.

Look at this Gantt chart for building a new supermarket.

A ep O D ar  Ap
Preparesite | X | X | X
stages Build walls X1 X | X
phases Build roof X | X
Fitting out
StPS | | Finish site
tasks Recruit
employees
Building a new L | Opening X

supermarket
These stages overlap — the second ~ These stages are simultaneous: they run in
one starts before the first finishes.  parallel - they happen at the same time.

Project management is managing these stages. Big projects often include bonus payments for
completion early or on time, and penalties for late completion.

Time tps

Everyone complains that they never have enough time to do things. Lots of company employees
go on time-management courses — looking for guidance on how they should organize their time.
Here are some tips for time management:

® Use a diary (BrE) or calendar (AmE) to plan your day, week, etc. Personal organizers —
small pocket-size computers — are their most modern form.

® Plan your day in advance. Make a realistic plan (not just a list) of the things you have to
do and prioritize them — put them in order of importance. Work on the thiJgs that have
the highest priority and leave the others until later.

@ Avoid interruptions and distractions — things which stop you doing what y()u had
planned. :

® Do jobs to a realistic level of quality in the time available, and only to a le el that is really
necessary. Don’t always aim for perfectionism. Try to balance tlme, cost and quality.
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42.1 This is what actually happened in the building of the supermarket in B opposite. Use
appropriate forms of expressions from A and B opposite to complete the text.

JIAIS OIN{D JIFIMIAIMITII ) AlS O

Prepare site X XX X XXX

Build walls X1l xix

Build roof Xl X

Fitting out X|X| XXX
Finish site . X1 XX

Recruit employees X1 XX
Opening X
“The overall (1) (2 expressions) was originally 12 months,
but the project took 17 months. The project startedon (2) ... in June, but site
preparation took (3) because of very bad

weather in the autumn. Site preparation and building the walls should have (4)

, but the walls were started in January. We were ableto (5) ... . L
_a bit of time on the roof: it took two months instead of three, but we were

.. schedule. The next (7) . ... was fitting out the

ere was a series of strikes by the electricians, so there were (8)

here too. The store opened in October, but now there’s a lot of (9)

, when the computers don’t work. Everyone seems to have had bad luck with

still (6) .....

supermarket, bu

42.2 Harry is a magazine journalist. Give him advice based on the ideas in C opposite. The first one
has been done for you.

1 Harry started the day by making a list of all the things he had to do.

You should make a realistic plan and prioritize the things you have to do, not just make a list.

2 He started writing an article, but after five minutes a young colleague came over and asked
him for help on an article he was writing. Harry helped his colleague for half an hour and
then they chatted about last night’s television.

3 He started work again on his article, but he heard police cars outside and went to the
window to look.

4 He wanted to make the article look as good as possible on the page, so he spent a lot of time
adjusting the spacing of the lines, changing the characters of the text, etc., even though an
editor would do this later.

5 At 6 pm he realized that he hadn’t started on the other article he had to write, but he went
home. On the train home, he realized that he had arranged to have lunch with an important
‘contact, but had completely forgotten.

6 Harry decided he needed some training to change his behaviour.

Over 4o Yyou ‘t

e What can a company do if it is behind schedule on a project? Is it always a good idea to
increase the number of people working on it?
e What is your best personal tip on time management?
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When work is stimulating

Stress and stress management

‘My name’s Patricia and Pm a university lecturer. I chose
this profession because I wanted to do something
rewarding — something that gave me satisfaction. Ten
years ago, when I started in this job, I had lots to do,
but I enjoyed it: preparing and giving lectures, discussing
students’ work with them and marking it. I felt stretched
-1 had the feeling that work could sometimes be
difficult, but that it was stimulating, it interested me and
made me feel good. It was certainly challenging —
difficult, but in an interesting and enjoyable way.’

When stimulation turns to stress

‘In the last few years there has been more and more administrative work, with no
time for reading or research. I felt pressure building up. I began to feel overwhelmed
by work — I felt as if I wasn’t able to do it because the pressure and my employer’s
demands — what they wanted — were too high. On Monday mornings I began to
teel so worried about the week ahead that I felt quite ill. Pm sure this feeling was
caused by stress. My doctor agreed and said that it was stress-induced.

‘Luckily, I was able to deal with this by starting to work part-time. I was luckier
than one of my colleagues, who was also continually under stress. He became so
stressed out because of overwork that he had a breakdown. He’s completely burned
out — so stressed and tired by his work that he will never be able to work again.’

Downshifting

‘More and more people want to
escape the rat race and get off the
treadmill - the feeling that work is
too competitive — and are looking
for lifestyles that are less stressful
or completely unstressful.

‘Some people choose to work from
home so as to be nearer their
families. People are looking for a
better quality of life — a more
relaxed way of living, perhaps in
the country. Or perhaps they are
looking for more quality time with
their children — more than just
preparing meals for them, taking them to school, etc. All this is part of work-life
balance — a better balance between the demands of their job and the need for
relaxation time with family, friends, etc.

‘Choosing to work in less stressful ways is known as downshifting or rebalancing,
and people who do this are downshifters.”
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43.1

43.2

Rearrange these sentences containing expressions from A and B opposite into a logical order.

-a and stimulating, I felt pleasantly stretched. But then the pressure got to be too much and I

felt overworked

b and under a lot of stress: I found the travelling very tiring and stressful. I had the feeling of
being overwhelmed by my work. I started getting very bad headaches, and I’'m sure they
were stress-induced.

~ ‘¢ challenging to change professions in this way, but now I can feel the stress building up again!

" I'must do something to avoid complete breakdown and burnout.

d Hi, my name’s Piet. ’'man engineer, at least [ was. For twenty years I worked for a Dutch
multinational. I'was based here in Holland, but my work involved a lot of travelling, visiting
our factories, and at first I liked my job: technically it was very rewarding

e So, when I was 45, I made a big change. I started a little wine shop in Amsterdam, working
on my own. But now, after five years, I have 15 employees. At first it was

Read the article and then paraphrase it by completing the text below it with expressions from
B and C opposite.

Karyn Couvillion, co-founder, reeboot strategy, Austin, Texas.

Does this sound familiar? 350 emails a day in my inbox. Constantly using my BlackBerry, cell phone and laptop. Check my
Outlook calendar and see that I'm double- or triple-booked in meetings every hour. Being told by management that we
cannot hire additional people, despite the big increase in responsibilities for my team. That was me a year ago. The politics,
ridiculous expectations and inadequate resources made it nearly impossible to do my job as an advertising manager for a
large tech company, On top of it, | had just returned from maternity leave after having my first child. And my father was very
sick with leukemia, but | could not take the out-of-state trip to visit him due to a company policy that counted vacation time
as part of matemnity leave,

So | quit. So did my husband, who worked in a top advertising agency. In fact, we both quit on the same day. We decided that
life was too short and we had had enough: What was our worst-case scenario if we quit? Having to sell our home and look for
jobs elsewhere? Better than losing our marriage and our sanity.

Our friends and colleagues could not understand it. Rumors were flying that we had inherited some family money. No — just
several years of saving for a rainy day. My husband started consulting immediately. | wanted to spend some time with my il
father. The marketing consulting business that my husband started took off, and because of our similar backgrounds and
experience, it was a natural fit for us to work together. Ten months after quitting, we have more business than we can
handle. My hushand named the business reeboot strategy because in explaining our rationale for quitting our big corporate
jobs he would say: “We needed to hit Control + Alt + Delete on our lives and start over.” ;

(5) q.

As a result, her (6) w. - improved: she was
able to spend time with her father. For Karyn and her husband, (7)d_..__. ... . .. has
definitely been worthwhile.

Over 4o you

* Do you sometimes get stressed at work or college? What do you do about it?

e What are some of the symptoms of stress?
» What are the possible disadvantages of downshifting?
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Leadership and management styles

Leadership

Ken Manners is an expert on leadership and
management styles.

Can leadership be taught?

‘Traditionally, the model for leadership in business
has been the army. Managers and army officers give
orders and their subordinates — people working
under them — carry them out in a system of
command and control. Managers, like army officers,
may be sent on leadership courses to develop their
leadership skills. But I think they must have a basic
talent for leadership to benefit from this. Some
people say that the only real leaders are born leaders.’

e « S5 b

What makes a great leader? Developing leadership skills

“The greatest leaders have charisma — an attractive

quality that makes other people admire them and want to follow them. A charismatic
leader like this may be described as visionary — having the power to see clearly how
things are going to develop in the future. (Someone like this is a visionary and is said
to have vision.) Leaders are often described as having the following: drive — planned
effort to achieve something; dynamism - a lot of ideas and enthusiasm; and energy —
the power to be physically and mentally active.’ ‘

) Modern management styles

How have management styles changed in the last few years?

‘Before, leaders were distant and remote — not easy to get to know or communicate
with. But now managers are more accessible and approachable ~ easy to meet and to
talk to. This is a completely different management style. They want to involve
employees in a process of consultation — getting everyone to participate in making
decisions that will affect them. This is management by consensus — a situation where
most people agree with the decisions taken. The old style was to impose decisions in
a top-down approach — forcing people to accept ideas that they did not agree with.’

Do you think this trend will continue?

“Yes. There are more women managers now. I would say that they are more
consensual — more able to build consensus than traditional authoritarian male
managers.’

IS Empowerment

What, exactly, is empowerment?

‘Encouraging employees to use their own initiative to take decisions on their own
without asking managers first. This is empowerment. Decision-making becomes more
decentralized and less bureaucratic - less dependent on managers and management
systems. This is often necessary where the number of management levels is reduced.

“This is related to the ability of managers to delegate — to give other people
responsibility for work rather than doing it all themselves. Of course, with
empowerment and delegation, the problem is keeping control of your operations, one
of the key issues of modern management style.’
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44.1 Which expressions in A opposite do the underlined words relate to?

1 These qualities enabled Margaret Thatcher to work incredibly long hours and survive on

three hours’ sleep per night. (3 items)

2 Tim Berners-Lee had it, and foresaw a time when computers all over the world would

communicate with each other.

3 These people often just have to obey instructions and do what they are told.
4 Many people think these cannot be learned - either you have them or you don’t.
5 This system does not require individuals to think for themselves.

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

||

INEEEEEER

e

Across Down
1 and 7 down What managers do, with or 2 To allow employees to decide things for
without talking to employees (8,6) themselves (7)
5 Leading without consultation (13) 3 An organization where there are a lot of
8 Not easy to talk to (7) rules and proceduresis ... (12)
9 See 12 across 4 If you decide without asking a manager,
11 What the boss in 5 across does not do (7) youuse ... (10)
12 and 9 Managers deciding without talking 6 The adjective relating to ‘consensus’ (10)
to employeesisa ________down 10 If decisions are not arrived at by
e (3,8) consensus, they are _______ from
13 If managers ask employees to take on above (7)
responsibility, they (8)

14 1f all the decisions are not made in a
company’s head office, the firm is

e (13)

Over 4o you ‘k

¢ What happens during a process of consultation?

e What kind of management styles are common'in

e Who is the most charismatic leader in the world today?

your country?
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i85y Business across cultures 1

n Cultures and culture

98

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.

For example, you talk about:

business } the way that'companies in general behave, the way business is done, ]
etc. in a particular place

company or the way a particular company works and the things that its

corporate employees believe are important

long-hours ¢ culture where people are expected to work a long time each day

macho the values typically associated with men — strength, etc.

sales when selling is seen as _t}_le most important thing in an organization,
rather than other activities

learning ) when learning and innovation are seen as important

See also enterprise culture, Unit 11.

But you must be careful of stereotypes — fixed ideas that may not be true.

Power and distance

A company’s culture depends to a large extent on the country it is based in. Geert Hofstede is a
world-famous expert on cultural differences. Power—distance is one of the important cultural
dimensions that he identified.

Sweden is a low power—distance culture. Managers are accessible and approachable (see Unit 44)
and there is a tradition of employees being involved in decision-making as part of a team of
equals — everyone’s opimion is treated equally.

France is a high power—distance culture. Managers are usually more distant and remote.
Employees may feel quite distant from their managers and show a lot of deference — respect — to
them, following decisions but not participating in them.

Now have a look at these organigrams:
This Swedish company is not very

hierarchical, with only three management

I ,
e T S s g layers — different levels.

French companies are on the whole more
hierarchical than Swedish ones, with
more management layers.

Deference and distance may be shown in language. Some languages have many forms of address
that you use to indicate how familiar you are with someone. In English, whether first names or
surnames are used can show distance. B

* See Unit 7 for more on hierarchy and délayering'— reducing the number of management

layers — and Unit 44 for more on management styles.
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45.1

45.2

Look at A opposite. Which word combination with ‘culture’ relates to each of the following?

N
! The men really dominate in this 4 There was a time when managers )
company — they don’t make life easy could only wear white shirts in this
for women at all. All they talk about particular company — things are a bit
is football. J less formal now. (2 expressions) J
2 They say that if you go home at > In this country, it’s easy to do
5.30, you can’t be doing your job business and there’s very little
properly. But I’'m going anyway. ) bureaucracy. )
3 ‘ ) 6 . . )
We’re all encouraged to go on All the chief executives in the
courses and to keep up our specialist company’s history have had a
knowledge. ) background in selling. )

Read this information about two very different companies and answer the questions.

The Associated Box Company (ABC) and the Superior Box Company (SBC) both make
cardboard boxes.

At ABC, there are three different levels of management between the CEO and the people who
actually make the boxes. At SBC, there is only one level.

Managers at ABC are very distant. They rarely leave their offices, they have their own executive
restaurant and the employees hardly ever see them. Employees are never consulted in decision
making. At SBC, managers share the same canteen with employees. Managers have long
meetings with employees before taking important decisions.

Managers and the CEO of SBC have an open-door policy where employees can come to see
them about any complaint they might have. At ABC, employees must sort out problems with
the manager immediately above them.

At ABC, employees call their managers ‘Sir’. At SBC, everyone uses first names.

1 Which company is ... ?
a more hierarchical
b more informal in the way people talk to each other

2 In which company are managers ... ?
a more approachable
b more remote

3 In which company are employees ... ?
a more deferential
b on more equal terms with their bosses

Over 4o You ‘%»

Look again at the issues in 45.2 above. What is the power-distance culture in your country
in general? Think of the distance between teachers and students in your school, or between

managers and subordinates.
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100

‘Business across cultures 2

Individualism ‘ o
Individualism and collectivism relate to the way individuals form and behave in social groups.
In individualist societies, such as the United States, the connections between individuals are

loose — everyone is expected to look after themselves and just their immediate family —
parents, children, brothers, sisters.

In collectivist societies, such as China, people are part of strong groups, often extended
families — uncles, aunts and grandparents — which continue protecting them in exchange for
their loyalty — feeling that they will do nothing to harm the group.

Time
Attitudes towards time can vary enormously. Look at this information abeout France.
a  Working hours
People start work at 8.30 or 9 and officially finish at 6, though many managers start later

and stay at work much longer. Among some managers there is a culture of presentecism —
being at work when you don’t really need to be.

b Holidays
Employees take five weeks’ holiday a year and often take four of them in el o . holiday
August. Many companies close down completely that month. There are a [l AmE: vacation

lot of bank holidays or public holidays(about 15) durmg the year.

¢ Meals and entertalmng
The lunch break is important and a lot of business is done over restaurant lunches. There
are no snacks between meals, just coffee. Lunch, more than dmner is xmportant for
discussing busmess The workmg breakfast is rare.

d Punctuality
If you arrive five minutes after the time given for meetings, nobody minds, or even
comments on it. If you are invited to someone’s house. (which is unusual in business),
arrive between 15 to 30 minutes after the time given.

e Boundaries — limits — between work and private life
Don’t phone people at home about work, and don’t phone them at all after 9 pm .

Cross-cultural communication

‘Here are some more areas for potential cultural misunderstandings.

a distance when talking to people — What is comfortable?

b eyé contact — How much of the time do people look directly at each other?

¢ gesture — Do people make a lot of facial gestures? How much do they move their arms and
hands?

d greetings/goodbyes — Do people shake hands every time? Are there fixed .phfases to say?

e humour - Is this a good way of relaxing people) Or is it out of place in - T
some contexts? - oo ]y BrE: humour
; s e AmE: humor
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46.1

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

The Family Business Dynamic

When we eat at a restaurant or shop at a store in America that
is said to be “family owned and operated’, we typically think it

business is run primarily by the dominant family head, to

is “nice” For the Chinese business culture, however, this is the responsible for making important decisions, hiring new
norm. Business models are operated based on family employees and executing changes.

obligations rather than the pursuit of riches, a custom that was
strengthened by Confucianism. So how does this help an
American understand the Chinese way of conducting business?
If you understand that businesses are typically family owned
and operated (unless they are state owned), then you can begin
to understand the motivadons that drive your target customers.

It the Chinese business culture, the purpose of owning a
business is to provide for one’s family. In most cases, the

organized chain of command except for purposes of

to take a question directly to the dominant family head,
rather than observing protocol through the chain of
command. For an American doing business with the

46.2

46.3

1 What is the biggest difference between Chinese and US business? What exception is there to
the general rule?

2 How does this understanding help US business people working with the Chinese?

3 What three tasks are typically undertaken by the family head?

4 Is the chain of command really important in Chinese business? Why? / Why not?"

5 What does this mean for an American doing business in China?

Insert each heading (a~e) from B opposite at an appropriate place in this description of Swedish
business culture.

. There is high consumption of coffee and snacks during the day. Lunch is not that
important. Evenings can be spent with clients in the capital’s restaurants, but there is not much
night life outside the capital. In other cities, business hotels are good for entertaining.

2 It’s OK to phone people at home about work-related issues until about 9.30 pm.
3. . There are not that many public holidays and many people own houses in the
country where they relax when they have days off or longer holidays.

T3 I— People finish work earlier each day in summer in order to benefit from the long
summer evenings — this is part of a culture of work-life balance, which is very important. Even
s0, some managers don’t see much of their families during the week.

(5 If you are invited to dinner at 8 pm, it’s not a problem tc arrive at 8 on the dot!

Match one of the items of advice (1-8) relating to different cultures with each point (a-h)
in C opposite.
1 Don’t start speaking immediately the other person finishes — it shows you’re considering

what they said.
2 1It’s probably best not to tell jokes at all — avoid the danger of your humour not being appreciated!

* 3 When you receive a gift, open it immediately and thank the person at length.

4 Don’t touch people’s heads — adults or children.

5 Remember to shake hands each time you say goodbye.

6 Stand about a metre and a half away — people feel more comfortable at this distance.
7 Feel free to underline your points using your hand and arm, but don’t overdo it!

8 Look the other person in the eye for about half the time.

Over 4o you

Write a description for your own country like the one in B opposite.
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whom all other family members and employees defer. He is

Unlike the US business culture, the Chinese don’ follow an

appearance. It isrit rare for a middle-management employee

Chinese, it is essential that you find out who maintains the
most power in thé organization and deal directly with him.
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Telephoning 1: phones and numbers

Telephones and beyond
landline — a ‘traditional’ phone plugged into the wall
@ public telephone / payphone — a phone in a public place operated with coins or a phone card

®@ mobile phone (BrE) / cellphone / cellular phone (AmE) — a phone you can carry with
you and use anywhere. You can switch it off and callers can leave a voice message on
voicemail, or send you a written text message or text.

@ 3G phone — a mobile phone that also connects you to the mobile Internet at relatively
high speeds. (3G stands for ‘third generation’.)

@ extension — one of a number of phones on the same line, in a home or office

@ cordless phone or cordless — a phone extension not attached by a wire that you can use
when you are walking around the house, outside in the garden, etc.

@ VolIP (voice over internet protocol) — uses the Internet for phone calls, such as on Skype,
so'you don’t pay the normal phone charges

® webcam and microphone — a camera attached to a computer so that two people connected
over the Internet can see each other and talk to each other using the microphone

® Videoconferencing allows several people in one place to see people in another location
and hold a meeting together. This is normally used to refer to companies who have their
own systems, but videoconferencing can now also be done with participants each using
their individual webcam over the Internet.

‘Phone’, ‘call’ and 'ring’

call “In.BrE you can say: In AmE you can say:
to phone someone ring
to ] . someone to call up someone
telephone ring up
to ring someone  up to call someone up
I to give someone a call l In BrE, yc.)u can also say: - In mform.al BrE, you can also say:
to give . someone aring to give someone a bell
a buzz -
y,

Numbers

When saying numbers, use rising intonation for each group, except for the last group, when you
should use a falling tone. This shows you have reached the end of the number.

country code area code number
00 / 44/ 1746/ 845/ 92‘1\
Double oh (BrE) *  double four one seven four six eight four five nine two one

Zero zero (AmE)  four four

Doing things over the phone
Phone numbers for particular purposes include:

People who answer and deal with calls like these
work in call centres (BrE); call centers (AmE).
BrE/AmE: reservations; BrE only: booking

A number that you can call free of charge is: an
0800 humber or a freephone number.(BrE); a
1<800. nurber or a-toll-free-number. (AmE).

@ helpline / information line — you can find
out about a company’s products or services

® hotline - often used by companies as a -
more excmng alternative to ‘helphne -

- bookmg/reservanons line — make bookmgs
" for events, travel and hotels
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47.1

47.2

47.3

Which type of phone or service in A opposite would each of these people use?

1 Two people in different countries who want to
talk without paying for an international call.

2 Five company managers in different countries
who want to talk and see each other using a
special system set up by their company.

3 A building contractor who works in lots of
different places.

4 Someone who wants to stay in touch when
they’re in their garden.

5 A teenager who has gone out without her mobile
and wants to tell her parents where she is.

(2 possibilities)

6 A manager who phones a colleague and finds
that their mobile is switched off. (2 possibilities) :

7 Two ordinary people — not company managers — each sitting in their own bedroom in their
respective homes, without access to a special system, who use the Internet to see and talk to
each other.

Look at B opposite and decide which of these items are grammatical. Correct the
ungrammatical ones.

1 It would be good to see Anna soon. I’ll phone to her and see when she’s free.
2 I gave Brian a call yesterday and we had a long chat.

3 Why you don’t ring to Pizza Palace and order some takeaway pizza?

4 1 rang them five minutes ago but there was no answer.

5 Call up me next time you’re in New York.

6 Give me a ring when you’re next in London.

7 Pll give the bell to her and we’ll go out for a meal.

8 When you get some news, make me a call.

Look at C opposite. You phone the Cross-Channel Ferry Company and you hear this:

“Welcome to the Cross-Channel Ferry Company’s freephone hotline. If you’d like
to receive a brochure, press 1. For today’s sailing times and weather conditions,
press 2. If you’d like to make a reservation, press 3. If you’d like to change an
existing reservation, press 4. If you want to book a package holiday, press 5. If
you want to hear this list again, press 6.”

Which number do you press in these situations?

a You have a reservation on the 15.00 ferry and you want to take the 18.00 instead.
b You want to book a return trip.

¢ You are confused about the different choices.

d You often get seasick and want to check how rough the sea will be today.

e You want a ferry crossing and an organized trip to the Loire Chateaux.

Over 4o You

e Do you like using call centres, or do you prefer to look for information, make bookings,

etc. on the Internet?
o When was the last time you called an orgamzatlon7 What happened? Were you happy -
with the way the call was dealt with?
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Telephoning 2: trying to get through

m Asking to speak to someone

Mike Barr wants to speak to Jane Owen.

APrimo Plastics, good morhing.j

One moment, please.2 I’'m afraid the
line’s busy. Do you want to hold or
would you like to call back later?

Hello. Can you put me
through to Jane Owen

in Sales, please?"

[I’ll call again later. What’s her direct line?’ >

Her direct line is 7942 8321. ) ” ‘ |
You can also say:
1 Extension 123, please.

(7942 8321. Thanks. Goodbye.X
T
2 P’m putting you through.

3 P'll try again later. Could you give me the number for her direct line?

Voicemail 1

Later, Mike Barr calls again, and this time he gets through to Jane’s voicemail. This
is her greeting:

“You’re through to the voicemail of Jane Owen. I'm away at a conference
until Monday the 5th, but 'l be picking up my voicemail on my mobile. If
you leave a message, I'll get back to you. For anything urgent, please call my
PA, Ros Brown, on extension 8325.

‘Please leave a message after the tone.’
After leaving a message, you may hear this:
“To listen to your message, press 1.’
After listening to your message, you will probably hear this:

‘If you’d like to change your message, press 2. If you’d like to delete your
message, press 4. Otherwise, please hang up.’

Voicemail 2

Mike leaves this message:

‘Hello, this is Mike Barr from Smartauto. It’s about our order for specialized
plastic components. There have been some last-minute changes in the
specifications. I hope your manufacturing people haven’t started making
them yet! Would it be possible to call me back at my office on 0117 893

- 45222 Otherwise, you could call me on my mobile on 07974 522 742 during
the weekend, or first thing on Monday. It’s very urgent. Bye for now.’
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48.1 Arabella Ford is trying to phone John Quinn in Primo’s finance department. Complete the gaps
with expressions from A opposite. Be careful to use the alternative expressions where necessary.

Receptionist: Primo Plastics, good morning.
Arabella: Hello. Can (1)

_. to John Quinn in Finance, please?

Receptionist: (2) , please. P'm (3) .
.. 'm afraid (4) .

. Do you (5)

or would you like to (6)

?
Arabella: Pl (7) s
{One minute later.)
Receptionist: Theline’sstll (8) ... ,I'mafraid.
Arabella: Ill try (9) . Could you give me

(10) his direct line?

Receptionist:  His (11) is 7942 ...

Arabella: 7942 ...

Receptionist: ... 8339.

Arabella: 8339. Thanks. Goodbye.
Receptionist: Goodbye.

48.2 Write voicemail greetings for other Primo employees, based on this information, using
expressions from B opposite.

1 Steve Fox — on holiday until Mon 12th — will not be picking up messages — will respond
when he gets back — anything urgent, contact colleague Rob Timmins ~ extension 8359. If
you have message — leave it after tone.

2 Sue Leighton — away on business trip until Thursday — will pick up messages — leave a
message after the tone — get back to you as soon as possible.

3 Rod Baxter — on training course until 20 Jan. Not picking up voicemail ~ can leave message
and will respond when he gets back. Urgent queries — PA Jill Salford — direct line 8466.

4 Tina Preston — in meetings all day today, Friday. Leave a message — will get back Monday
morning. Urgent matters — colleague Keith Samson — extension 8521.

48.3 Another caller leaves a message on Jane Owen’s voicemail. Complete the message using the
correct words from C opposite.

‘Hello, this (1) Jenny Robin (2) Quirky Furniture Ltd. It’s

very urgent. Would it be pos81ble (3) o call me back (4) ... Y
office (5) ... .. 020 8945 8333 first thing on Tuesday? Otherw1se, you could call
me this afternoon (6) . my mobile (7) ..o 07962290 821, Its

>

about our order for plastic furniture components. We still haven’t received them! Bye for now.

Over 4o you ‘k

e What are some of the difficulties in using the phone in English?
e Write a voicemail greeting in English for yourself of a kind you use when not at your
office.

* Do you leave messages on people's voicemail? Or do you prefer email?
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m Telephoning 3: getting through

106

< ¢ Did you'say your number is 624 42
- d Is that with B for Bravo or V for Victc
* e Where did you say you’re calling from?

Getting through

Mike phones again and gets through to Jane Owen’s PA — her personal assistant.
PA: Jane Owen’s office, good morning.

MB: Hello. Can I speak to Jane Owen, please? Is she available?

PA: Tm afraid Ms Owen’s not available — she’s with a customer right now.
MB: Oh, right. Can I leave a message for her, please?

PA:  'Whos calling, please?

MB: It’s Mike Barr here, from Smartauto Cars.

Giving and taking messages

The personal assistant can also say: The caller could say:
@ Can/May I take a message? @ Could I leave a message?
® Would you like to leave a message? ® Could you tell her that ... ?
® 1 wonder if you could call back later? @ D'm calling about ...
® Can I ask who's calling? ® [ want/Id like to talk about ...
@ Could you give me your name? @ DI'm calling to confirm that ... .
® Which company are you calling from? @ Could you ask her to call me back?
@ Can/May I ask what it’s about? My number’s ...
[

" ll ask her to call you (when she gets
back / when she’s free). ) When you answer the phone,
S you do not say ‘tamx!
I'll give her your message.

Spelling names
If you want to spell a name, you can say, for example, ‘A for Alpha, B for Bravo’, etc.

p
Alpha Bravo Charlie Delta Echo Foxtrot - Golf
Hotel India Juliet Kilo Lima Mike November -
Oscar Papa Quebec Romeo Sierra Tango Uniform
Victor Whiskey X-ray Yankee Zulu : ]
L :
You may also need these expressions:
: p R
rcapital A smalla all one word  ‘new word/line  dash (=) or hyphen (-)
slash (/) dot (.) at @ colon (:) com (as in internet addresses)

L Spell email addresses like this: jane-smith@aol.com = jane hyphen smith at a—o-1 dot com.

-.Taking messages: checkmg information . - :
a Pm sorry, I didn’t catch your name. Could you spell 1t please>

b Is that with a D at the'end - D for David? -

f Is that with one M in the middle or two?
g The code for Sweden is 49, right?
h Is that Milan like the city?
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49.1

49.2

49.3

Look at A and B opposite. Change the underlined expressions in these conversations so that
they are correct and more polite.

1 A: I want to speak to Ms Sangster. 2 A: Hello. Is Jack Bronson able to speak

B: She’s busy. _ on the phone?

A: Pm Sven Nyman talking. B: No. Who are you? What company

B: Why are you calling? do you work for?

A: I want to discuss her order. A: Rosario Gonzalez. Excelsior Media

B: I’ll tell her to call you when she’s free. Services. Take a message for him.
Tell him that Ive received his
cheque.

B: He will get the message.

Spell the following as you would spell them on the phone. Use the table in C opposite to help
you. The first one has been done as an example.

1 Maeght: M for Mike, A for Alpha, E for Echo, G for Golf, H for Hotel, T for Tango.

2 , 5  peterHouse
® Valladolid s

4 . . . . 7 (Foo[ohnsmith@cambridge.ac.uk
(=) [http:/iwwew britishcouncil.orglcourses R ||

£ R |

| Macpherson

Match the responses (1-8) with the questions (a-h) in D opposite.

1 No, actually it’s 46.

2 It’s Valladolid with a V at the beginning, V for Victor.
3 No, it’s Schmidt with a T at the end, T for Tango.

4 Two. T-I-double M-~E-R-M-A-N.

5 No, 642 246.

6 Springer Verlag in Hamburg.

7 Krieslovski. K-R-I-E~$-1-O-V-S-K-IL.

8 No, it’s with two Ls in the middle and a D at the end.

Over 4o you '

o Practise spelling words you have to give on the phone using the alphabet in C opposite.
e Practise giving your own email address and the address of your company's website.
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Y4] Telephoning 4: arrangements
and ending calls

n Phoning again

Mike phones again and gets through to Jane Owen.

MB: Hello. Can I speak to Jane Owen, please?

JO:  Speaking.

MB: It’s Mike Barr here. I tried to phone you last week. It’s about our order.
JO: Right. I got your message. I was about to call you.

MB: Yes, we need to talk more about the technical specifications for the plastic.

] Making arrangements

You get through to the person you want to speak to and fix a meeting.

® Can we fix a meeting? @ Dll (just) get/check my diary.
Shall we arrange an appointment?
Would it be useful to meet up soon?

® How about tomorrow? ® That’s fine.
What about Tuesday?
Would Wednesday be suitable? :
Would Thursday suit you? @ [ can’t/ won’t be able to make Thursday.
Shall we say Friday? L

Closing the conversation

Here are some ways of finishing a conversation without sounding rude.
® See you on Friday then. ® Yes, I'll look forward to seeing you then.

® D'm going to have to go now.
I’ve got to go to a meeting.
I have to go and see someone.

® Nice talking to you. ® Nice talking to you.
(It’s been) good talking to you. '
Good to talk to you.

® Talk to you soon, no doubt. ® Thanks for calling.
Thanks for phoning.
We’ll be (back) in touch soon.
Look forward to hearing from you soon.

] Changing arrangements

Jane Owen and Mike Barr are continuing their conversation.

:.a JO: I can’t make Tuesday. Something has come up. I ve got to 80 over' to Berlm toseea client.
.- How about Wednesday morrung>

b MB: I can’t make Wednesday morning, I'm afraid, Can you make the afternoon 1nsteadp

¢ JO: * I'think that’s OK. Just let me chéck my dlary . Pm afraid that’s not going to be
possible. I'd completely forgotten we have a departmental meeting that day. Can we
put it off till the 22nd?

d MB: D'm afraid the 22nd won’t be possible. 'm going to be very busy that day. Could we
put it back until the following week?

e JO: I'm completely snowed under the following week. Can we leave it open? I'll get back in .
touch when I'm less busy.

MB: Yes, but we need to make a decision soon!
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50.1

50.2

50.3

Over 4o You ‘k

e Do you make arrangements on the phone at work - or do you prefer to use email?
* Do you find it difficult to end phone calls in English and also in your own language?

Intermediate



Business communication 1:
staying in touch

Business cards 1

Business cards are an important source of information about your business contacts
— people you meet doing business. Business cards may help you understand the
hierarchy (see Unit 45) of the company you are dealing with. In some places,
especially in Asia, it’s important to follow the etiquette — rules — for their use. In
Asia, when someone hands over their card, take it with both hands, look at it
carefully and treat it with care and respect. Do not write or make notes on it. Store
it carefully. Hand over your card in return, ensuring that you always have a supply

51
BT

with you.
n Business cards 2
Gunilla' R? Madsen® msfomé L :
Network equipment salesdﬁ*ecmr‘ : AT ! 5
Netorks " Wi lee PHD

Technical director®

Kirekeveien 505 Sinophone

NO-0317 Oslo, Norway

Tel. +47 29 89 03 10

Fax +47 29-89 03 70 ‘ 2049 Ninggiao Rd, 201206 Shanghai

Email: gunillamadsen@norgequip.com Tel. + 86 21 4101 9020 Fax + 86 21 410!'9025
" 1 Ermail wu. Iee@snnophone com’

!first name %job title — the official name of someone’s job
2middle initial — some people use an initial to show the ftrst 3qualifications — some people show their academic
letter of their middle name qualifications
3family name, surname — in thé Western world, the family 6 membership of professional organizations
name comes last (in China and some other places it comes 7contact details — phone numbers, email address, postal

first) address; etc.

Staying in touch

Gunilla Madsen is speaking to Wu Lee.

GM: Thanks for your card. Wu is your family name, right?
WL: Yes, but please call me Lee.
GM: OK. Yes, I think you’ll be very interested in our latest equxpment - the techmcal
o specxflcatlons have only j just been finalized. ;
~WIL: - Could you en to me when you get back Gumllat> My -email address is on my

Vi GM Sure. I’Il attach the specs to the emall Its gomg to be qultC a Iarge attachment' There are
* about ten pages of specs. And T’ll send some brochures by courier — we use DHL.

WL: No problem.

GM: Please get back to me if you have any questions, of course. Email is probably easiest.

WL: Especially with the time difference between Shanghai and Oslo!

GM: Yes, but don't hesitate to give me a call if you’d like to dlscuss anything. People don’t use
the phone enough these days!

WL:  No, they don’t. So, we’ll be in touch soon ... by email or by phone.

GM: Absolutely, it was very nice meeting you, Lee.

WL: Likewise!
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51.1 George was representing his company, Primo Plastics, on their stand at a trade fair in Tokyo.
Look at A opposite and identify five mistakes that he made in relation to card etiquette.

A Japanese businessman, Bunzo Watanabe, came to the stand and said that Primo Plastics was
the sort of special plastics company that his company might like to work with. He handed over
his card, and George took it with one hand. He wrote “Tokyo trade fair’ on the back to remind
him where he had met Mr Watanabe. He did not read the card carefully, but put it casually in
his pocket. When Mr Watanabe asked for George’s card, George said, ‘Sorry, but I’ve run out.
I'll write my details on a sheet of paper.’

51.2

51.3

Look at B opposite. Then identify the items below (1-7) on each card. Write the numbers next
to the items.

via Lamborghini, 21

20154 Milano, Italy

Tel +39 81 532 7000

Email: frossi@modac21.it
Francesca Rossi Phb, IPM
Textiles Purchasing Manager

LG PPOIN

*Institute of Purchasing Managers

1 first name 5 qualifications

2 middle initial 6 membership of professional organizations
3 family name / surname 7 contact details, including email address

4 job title

Complete the conversation between the people in 51.2 using expressions from C opposite.

WS:

FR:

WS:

FR:

WS:

FR:

WS:

FR:

WS:

FR:

WS:

FR:

OK. Yes, I think you’ll be very interested in the latest technical developments — we can
offer consultancy services that will help you choose the right textile supplier.

Could you email me something when you get back, Wolfgang? My (1)
.................................... is on my card.

Of course, but it’s going to be quite a large (2) .
is about 15 pages long. '
No problem.’

Please don’t hesitate to (3) if
you have any questions, of course. Email is probably easiest ...

Even if there’s no time difference between Frankfurt and Milan!

Yes, please feel free (4)
e« 1S SOmMetimes easier to talk over the phone rather than by email.

Yes, you're right.

And I can always send textile samples (5) : we use FedEx.
Good. In our business it’s always good to be able to see and touch the fabric.

Absolutely. Well, it was very nice meeting you, Francesca.

Likewise! We’ll be in touch soon, no doubt.

... ! Our electronic ‘brochure’

Over 4o you

You meet someone at a conference and promise to send them more information about your
school or organization. Write an email to them.
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Ly4 Business communication 2: email

B -

Most email programs on computer have icons with abbreviations like these:
@ inbox contains email waiting for you to ® reply to all allows you to send the
read answer to the person who sent the
email, plus all those who received

®@ subject — what the email is about . .
copies of it

cc — copy this email to ...

» Py @ attach allows you to send an

- bee - blind copy this email to ... (SO that attachment — a document that you
the other people you’re sending the email attach to and send with an email

to don’t know you’re sending this co ; . .
v & Py) @ contact information can be inserted

®@ fwd allows you to forward an email - automatically at the end of an email
to send an email you have received to with your contact details — name, phone
someone else number, etc.

® delete allows you to get rid of an email @ the address book allows you to store
you don’t want to keep the email addresses of people that you

®@ reply allows you to send an answer write to

back to the person who sent the email

m Email expressions
o Send # Save draft Q Attach files ¢ Spell check [ set priority to B X Cancel

From: ' gunilla.madsen@norgequip.com
L1 To: wu.lee@sinophone.com
LL1Cc: georg.berling@norgequip.com

22 June 2009

Dear Lee,

It was very nice meeting you at the trade fair last week. | hope you had a smooth trip back to Shanghai.
Please find attached a Word document with the specs that | mentioned. Georg Berling is our technical
development director for networks: I’'m copying him in on this. | will also forward your details to Anders
Petersson, our CEO, as he always follows client relations closely. | hope you find the specs interesting.
Please don't hesitate to contact me if you require any further information.

Best wishes, C

Gunilla

Beginnings and endings

It’s important to use the right degree of formality — seriousness — and deference (see Unit 45).

The following beginnings range from formal to informal: Dear Sir/Madam (used when you don’t
know the person’s name), Dear Ms Caxton, Dear Zoe and Hi Zoe.

The following endings range from formal to informal and are used mainly in emails and faxes:
Best regards, Regards, Best wishes, All the best, Best. Yours faithfully (BrE only) is used in letters
and faxes when you don’t know the person’s name, Yours sincerely (AmE Sincerely) is less
formal and Yours is the least formal ending.

112 Business Vocabulary in Use Intermediate



52.1 Complete these tips on using email with appropriate forms of expressions from A opposite. (Some
items are abbreviations and other items are full forms. You can use some items more than once.)

Usethe (1) . ... field to indicate content and purpose. Don't just say, "Hil" or “From Laura.”

Use a signature that includes (2) . To ensure that people know who you are,
include a signature that has your contact information, including your mailing address, website, and phone numbers.

Use the copy and (3) buttons appropriately. Don’t use

@ (abbreviation) to keep others from seeing who you copied; it shows confidence when you
directly copy anyone receiving a copy. Douse (8) ... (abbreviation), however, when sending to a large
distribution list, so recipients won't have to see a huge list of names.

Remember that email isn't private. Email canbe (6) . . . — sent on to someone else — so unintended
audiences may see what you've written. You might also send something to the wrong person by mistake, so always keep
the content professional to avoid embarrassment. if youare (7} ... a message you've received, do not

change the wording.

Be economical with group email. Send group email only when it's useful to every recipient. Use the

) " button only when you need collective input and
only if you have something to add.

Summarize long discussions. Scrolling through pages of replies to understand a discussion is annoying. Instead of
continuing to (9) to a series of messages, take a minute to summarize the messages for your
reader.

52.2 You are Wu Lee. Reply to the email in B opposite, using the same expressions.
@ Open suitably.
Say it was good to meet Gunilla too.

You are attaching some information about your company, Sinophone

You are informing your colleague Lin Weng, purchasing manager, about the meeting by
sending him a copy of the email at the same time.

You will send Gunilla’s details to another colleague in another email, Shu Bao: finance
director.

@ End suitably.

52.3 Which expressions from C opposite would you use to begin and end each of these emails?

1 You are writing as informally as possible to a friend (Jim) you know very well.

2 You are writing to a company where you would like to work, but you don’t know the name
of the person who will read your email.

3 You are writing to a woman whose family name you know (Preston) but not her first name;
you want to end relatively formally. ,

4 You are writing to someone you know vaguely (Mike); you want to end with an average
level of formality.

5 You are writing to a man (Brian Collins) in your organization who is much more senior than
you, and whom you have never met.

6 You are writing to a woman whose name you don’t know; end suitably.

Over 4o You

e Does email save time - or does it just make more work?
e Should company employees be allowed to send and receive personal emails at work, and

surf the Internet?
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Business communication 3:
faxes and letters

Faxes

! the first page of a fax
showing who it’s from, who
it’s to, etc.

2 for the attention of — you
can also use Attn. or Att.

3 this introduces the subject
4 you will find this after the
cover sheet

5 immediately

6 say that you have received
7 things that others should
not know

8 the person who should
receive the fax

? tell the person who sent it

D

114 .

Mr Chang Ming
CEO

Sinophone

2049 Ninggiao Rd
201206 Shanghai

5 September 2009

Re: Network equipment supply contract

Dear Mr Chang

Thank you for letting me have the final changes in the contract suggested by your lawyers. This is to confirm that |
our lawyers have looked at them and that we agree to the changes: they are, as you say, relatively minor. Please find
enclosed the final version of the contract.

As I mentioned earlier, I hope to come out to Shanghai again in three months or so to check on the project’s
progress. I'd like to call you nearer the time to discuss arrangements. I hope this is suitable for you.

FAX COVER SHEET!

Number of pages
including this cover sheet: 15

To: Norgequip
Kirekeveien 505
NO-0317 Oslo, Norway

FAQ? Mr Anders Petersson
‘Fax number: +47°29 89 03 70
Date: 3 September 2009

Re®: Network equipment supply contract

Dear Mr Petersson

Thank you for the latest version of the network equipment supply contract that you
sent by email last month. Our lawyers have looked at the contract in close detail, and
suggest a number of minor changes: please find attached* a modified version.

If your lawyers can agree to these changes, please courier a final version to us, and
we will sign it and send it back by return®. Pis could you acknowledge® this fax.
(Our email system is down at the moment.) Many thanks.

Best regards

Chang Ming

CEO, Sinophone

This fax may contain confidential information’. If you are not the intended recipient®, advise the sender® and
destroy this document.
If you do not receive all pages, or if any pages are illegible; piease phone +47 229 95 66 72 00 immediately.

| NO-0317Usio,Norway
Tel 4729890310
Fax+4729890370

I look forward to a long and fruitful cooperation between our two companies. ¥

Yours sincerely
-Anders Petersson
CEO, Norgequip
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- 53.1 Look at the fax in A opposite. Then say if these sentences are true or false.

1 The fax contains a total of 2 pages.

2 Chang Ming has received the final version of the supply contract from Anders Petersson.
3 The sender asks the recipient to let him know that he has received this fax.

4 He asks him to send back the contract as soon as possible.

5 The fax contains information that other people should know.

6 As used here, ‘advise’ means ‘tell someone the best thing to do’.

53.2  You are Chang Ming. Write a fax containing a different reply to Anders Petersson.
@ Open suitably.
@ Thank him for his fax with the contract.

@ Say that:
— your lawyers have insisted on important changes that need to be discussed.
- you would like to phone him tomorrow at 10 am Norwegian time. (You hope this is a
suitable time.)
— you look forward to talking to him.
— you are sure that you will bé able to agree a final version of the contract that satisfies
the requirements of both companies.

@ End suitably.

53.3 Here is Chang Ming’s reply to Anders Petersson’s letter in B opposite. Complete the letter with
appropriate forms of expressions from A and B opposite.

Mr Anders Petersson, CEO Sinophone

Norgequip
8 September 2009
Dear Mr Petersson
Please (1) the signed contract. (2) ... ...
sending the final version of the contract containing the final changes that
we agreed.
1(3) seeing you in Shanghai soon.
@) when we spoke on the phone, I hope you will be

able to stay for several days.
As you say, it will be useful to check the progress of the project in a few months. This (5) .. ... .
we will start installation of your equipment in

October if all goes well, as we discussed.

Please could you (6) ... thisletter, perhaps by email. Many thanks.

)] to a long and fruitful cooperation between our
two companies. :

Yours sincerely

Chang Ming

CEO, Sinophone

Over o you

Write a fax or a letter in English similar to ones (in your own language or in English) that

you write in your work or in a job you would like to have. The purpose of this fax/letter is
to thank someone for something that they have sent you.
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per year

2with a university
degree

3experience/
qualifications

4with the right
qualifications
Sgiving

®what someone
wants to do in their
career

7interesting

8g00d at
understanding
things

“can speak two
languages
Ouniversity
qualification after a
degree

Hwhat people are
interested in outside
work

2date of birth

D ob applications

11é

378 Business communication 4:

CVs and job applications

CVs

Read this job advertisement and the CV of someone replying to it.

norgequip NETWORK EQUIPMENT ENGINEERS
€90,000 per annum’ — Generous benefits package
Graduate® engineers needed for leading-edge projects!

Norgequip are world leaders in mobile phone technology. You will be working in a team designing mobile
phone network equipment in the context of an important international contract.

You will have a background® in IT or in electrical engineering. We are particularly interested in hearing from
suitably qualified* engineers who are also Mandarin speakers.

Send your application with attached CV by email to human.resources@norgequip.com, quoting® ref NEE1
Interviews in Oslo, 20 Oct

Career goals®

Looking for stimulating” work in a high-tech company in Europe

Skills

Good analytic thinker® and problem solver

Bilingual® in English and Mandarin

Qualifications
1998-1999
1995-1998
Experience
1999-2008

Interests™

Mountaineering, windsurfing, Chinese cooking

Personal details
DoB*: 3 May 1974

For skills and qualifications, see Unit 4.

®006

Master's' in IT from University of Minneapolis (specializing in networks)
Degree in Electrical Engineering from University of Florida

Network engineer, Acme Networks, Seattle. Designed mobile phone network equipment.

To:  human.resources@norgequip.com

From:  richard.kong@hotmail.com

Subjact; Network engineers

Dear Sir/Madam

1 am writing with reference to your ad for network

enéineers. As you can see from the atfached ¢V, my

background is in this area, and | believe | can bring an innovative approach to your engineering team.
I am Chinese~American and have worked for ten years for Acme Networks in Seattle. | would now like to

relocate to Europe.

I am available for interview on the date that you mention. (I will be in Europe on vacation then.)

1 look forward to hearing from you.

Best regards
Richard Kong
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54.1 Here is another CV from someone applying for the job in A opposite. The sections are in a
different order. Label each section appropriately.

ANA NAVRALOVA

Career goals

Looking for a more challenging position in a network equipment manufacturing company

2001-2008 Network engineer, A1 Networks, Prague. Supervised installation of network equipment.
1998-2001 Network engineer, Chicago Networks. Installed network equipment.

@ ...

Good team player
Native Czech speaker, fluent English

BILLT EEY

1996-1997 Master’s in IT from University of Chicago

1993-1996 Degree in Electrical Engineering from University of Prague
. T g

DoB: 31 January 1972

(Bt L

Ballroom dancing, bridge, violin

54.2 Complete this email applying for the job at Norgequip by choosing the correct word from B
opposite to fill each gap.

LY-Y.)

L

¥o. human.resources@norgequip.com

From: ana.navralova@aol.com

Subject: Your advertisement

Dear Mr Schmidt

1(1) your ad
for network equipment engineers. As you can see fromthe (2) CV, my background is in this areq,
and | would now like to develop my career by finding a more senior position.

Asmy(3) o
now in Prague. | am willing to (4)

relates, | have been working for ten years in network engineering, first in Chicago and
to Oslo when my current contract ends in December.

| am available for interview on the date (5)
1(6) from you.

Best regards,
Ana Navralova

Over 4o Yyou ‘

Write your own CV in English. If you already have one, look at it again and use the
vocabulary in this unit to update it.
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+¥eY Meetings 1: Types of meeting

arrange
set up organize a meeting
fix
bring forward make a meeting earlier than originally decided
put back g
put off make a meeting later than originally planned
.PO_SM ra meai“g
call off . ]
decide not to have a meeting
cancel
run . .
. be in charge of a meetin,
chair & &
attend g0 to a meeting
miss ] not go to a meeting
You can say ‘bring forward a meeting’ or 'bring a meeting forward. But you can only say ‘bring it
forward', not ‘bring-ferward-it. The rule is the same for put back and call off. i

m Types of meeting

chat — informal discussion — with colleagues at the coffee machine

brainstorming among colleagues where as many ideas are produced as possible, but are
then evaluated later

project meeting / team meeting of employees involved in a particular activity
department meeting / departmental meeting

meeting with suppliers — for example, to negotiate prices for an order
meeting with a customer — for example, to discuss a contract

board meeting — an official, formal meeting of a company’s directors

AGM: annual general meeting (BrE) / annual meeting (AmE) — where shareholders discuss
the company’s annual report

EGM: extraordinary general meeting — a shareholders’ meeting to discuss an important
issue such as a proposed merger

How was the meeting?

Some colleagues are discussing a meeting they have just come out of.

118

Anil:

Juliet:

I thought it was very productive.
Well, I thought it was a waste of time. I heard nothing I didn’t already know.

Barbara: Well, I agree with Anil. I felt we had some very useful discussions. We certainly covered

Juliet:

Anil:

a lot of ground. We got through an incredible number of things.

As usual John was rambling and kept wandering off the point. He just uses fneetings as
a chance to show off.

But to be fair, the chair really kept things moving — she encouraged people to stick to
the point by keeping things brief.
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55.1

55.2

55.3

Replace the underlined expressions with appropriate forms of the verbs in A opposite. In some
cases, more than one verb is possible.

Eurotunnel owns and operates the tunnel under the English Channel. A meeting for
shareholders had been (1) organized for 12 July. The company is experiencing financial
problems and some shareholders wanted (2) the meeting to take place before then, but in the
end the meeting was (3) delayed. The Paris commercial law court agreed that the meeting
should be (4) moved to 27 July to allow time for financial rescue plans to be finalised.
Eurotunnel’s chairman (5) managed the meeting very efficiently, and the new financial plans
were agreed. Only very few shareholders (6) did not go to it.

Look at B opposite. At ' which type of meeting would you be most likely to hear each of these
things?

1

I'm pleased to announce another
good year for shareholders of this

company.
2 I know this sounds crazy, but how
about giving away 100,000 free
samples?
3 Things in the sales department are
getting out of control. We should
all start making a real effort.
: Amazingly, we’re ahead of ]
B So, you think you can offer 10,000 schedule on this job.
a month at a unit cost of £4.90?
I recommend to shareholders that
. Have you heard? Suzanne is being you accept BP’s offer for our
fired. Her sales figures aren’t company.
good enough, apparently. 9
As you know, BP wants to buy
6 this company. As chief financial

That’s a deal, then. Looking
forward to working with you. P'm
sure you won’t be disappointed.

offer, what do you think of
their offer, Saleem?

A management consultant is talking about meetings, using expressions from C opposite. Put
what she says into the correct order.

a point and rambling. And then there are those who want to show

b moving. If they do this, it’s amazing how much ground you can cover.

¢ Of course, everyone wants meetings to be productive and achieve results. But from personal
experience, we know that a lot of them are a waste of

d off — to show how important and clever they are. The chair should keep things

e the point. We’ve all seen those annoying people who keep wandering off the

f time, and nothing is achieved. In order for discussion to be useful, people should stick to

Over fo you

What sort of meetings do you go to in your school or organization? Are they useful?
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120

Meetings 2: the chair

The role of the chair: before the meeting

A chairman, chairwoman or chair has to be a good
organizer. What they do before the meeting is as
important as the meeting itself. They should ensure
that the agenda — the list of things to be discussed - is
complete by asking those involved what should be on
it and then circulating — distributing — the agenda to
those involved. They should check the venue, making
sure the room will be free and without interruptions

until the end of the meeting.
Don't say agenda
when you mean diary.

The role of the chair: running the meeting

The chairperson should be a good timekeeper.
They should start the meeting on time. Don’t wait <Let’s make a start. ]
for latecomers.

They should appoint a minute-taker, someone who
makes sure that opinions and action points — where Would you mind taking ]

participants agree to do something, find something the minutes, Adam?
out, etc. — are noted.

The chair should make sure that each participant <E

has the chance to make their point. Disagreements
should be dealt with tactfully — without annoying
people — making sure that each side feels their
point of view has been noted. Avoid digressions <€Let’s talk about this calmly. J
where people get off the point.

I think you wanted to say
something about this, Brigitte.

They should make sure each point on the agenda is <€I think we've covered this item. j
allocated the time it deserves, perhaps indicating this

on the agenda. Even if the current item has not been
completely covered or resolved — decided — make
sure that discussion moves on to the next point.

We can return to this issue at the
next meeting.

<€Let’s move on to the next item. ]

They should ensure that the meeting finishes on <£OK~ Time’s up. Thanks for ]

time, or early. coming.

Follow-up _

After some meetings, it’s necessary for the minutes from the previous meeting to be circulated,
especially if there are action points that particular people are responsible for.

At the next meeting, the chair should ask for the minutes to be read out and make sure that all
agree that it is an accurate record of what happened, and see if there are any matters arising —
any points from the last meeting that need to be discussed that are not on the agenda of the
current meeting. And they should check what progress has been made on the action points of the
previous meeting.
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56.1 This article relates to points in A and B opposite. Read the article and say if the statements
below are true or false.

I DON'T KNOW HOW TO CHAIR A MEETING!

I've been asked to chair a meeting about the Christmas office party, but I'm incredibly
nervous as I've never chaired one before. Is there a secret for success?

You may never have chaired a meeting, but as you've probably been to lots, you'll have seen it done
well and badly. Think about the things that please and annoy you, and build on them. Well-run
meetings stick to the point, get things decided and finish on time. Make sure everyone has the agenda
well in advance, and that you know enough about the participants and issues to be discussed. Arrange
for the room to be cool rather than warm; people will be less likely to go to sleep.

See yourself as a referee whose job it is to ensure fair play through careful watching and listening. It's
up to you to encourage the timid, control the talkative, involve the bored, calm down the argumentative
and be kind to the minute-taker you have appointed. Getting that individual on your side is essential if
you want the record to reflect your desired outcomes. It's normal to suggest what should be left out
from the minutes and how any difficult bits should be phrased. Keep things moving by not letting

~ discussions wander off the subject or get over-long. Get decisions made and recorded, even if it's only
to postpone matters until the next meeting. If someone is being difficult, defuse things by offering to
continue the discussion personally at a more appropriate time.

If the meeting is likely to be more than a couple of hours long, try to include a break at the mid-point; it
acts as a marker and stops people getting restless.

~ Aim to leave everyone feeling they have had a chance to say what they wanted to say, and gain lasting
and well-deserved popularity by finishing early.

In planning a successful meeting, you should:

1 think about meetings you have been to in the past.

2 hand out the agenda at the meeting.

3 know something about the participants and the things they will be talking about.
4 treat every participant in the same way.

5 be nice to the person making a record of the meeting.

6 allow people to talk for as long they want.

7 never talk to participants about particular issues after the meeting is over.

56.2 Complete the statements below (1-7) containing expressions from A, B and C opposite with
appropriate forms of the verbs that come in front of them.

1 Someone who records what is said _ _ _ _ _ the minutes

2 The chair _ __ _____ the person in 1 above as the minute taker.
3Ifyou _________ the agenda, you send it out before the meeting.

4 The chair should __ the right amount of time for each point.

to the next point.

5 When one point has been covered, the meeting should

6 If you want to save time,

7 Everyone should
last meeting.

Over 4o you 2L

_____ digressions.
that the minutes are an accurate record of what happened at the

e Are you good at - or wuu!d you be good at - chairing meetings? Why? /| Why not?
e What do you find annoying in meetings?
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YA Meetings 3: points of view
Opening the meeting

Creative Advertising is a US-owned advertising agency with offices in Soho in
London. Its chief executive, Carla Eagleton, is opening a meeting with four of the

people who work for the company.
T As you know, I've called this
45 meeting to discuss the

situation in the design
department. Until now, the
feeling has been that designers
are creative types and need the
freedom to work as they wish.
But things are getting out of
control.

OK, let’s get started.

Tn.

You can also say: You can also say:
@ Let’s begin, shall we? @ DI've arranged this meeting to ...
@ Shall we make a start? ® ['ve organized this meeting to ...
@ Let’s make a start. @ The purpose of this meeting is to ...
@ It’s time to get started. @ The main objective of this meeting is
to ...

@ Let’s get down to business.

m Asking for and expressing opinions

- I believe the design department needs a certain amount of freedom,
WO“lfl you like to open but there are limits. They come in at 10.30 when all other
the discussion, Piers? employees have already been at work for two hours. This leads to
tensions between design people and other employees.
You can also say: You can also say:
® Would you like to kick off? @ Personally, I think ...
@ Would you like to get the ball rolling? @ My standpoint is that ...

as if it was the accounts department.

[What about you, Maria?? <EAS I see it, [ can’t run the design department

@ How about you, Maria? ® The way Iseeit ...
® What do you think, Maria?

In my opinion. they’ . b too £ Of course, we are creative, and need to be
Y optmion, they re going much too ar. given the freedom to work how we like.

I can’t bear to think of the costs involved.

® [t looks/seems to me as if ... @ Obviously, ...

@ It’s clear to me that ...

The expression kick off comes from football. Get the ball rolling does not come from any particular sport.
You use Of course and Obviously to introduce an idea, but also to show that you think other people will
know it or agree with it already. Be careful how you use these expressions, as they can sound rude.
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57.1 Complete the expressions from A and B opposite grouped together below.

The (main) T * of this meeting is to ...

It. i R

% |

e %
e R _"
% ._
%

57.2 Match the two parts of the expressions from the continuation of the discussion in B opposite.

1 The way a I think that the prizes we win help us to attract and keep the best .

2 Personally, designers.

3 It looks to me b as if the design people think of themselves as living on another planet.
4 It’s clear to ¢ Isee it, you should be looking at what we produce, not at the time of
5 In my day we produce it. -

"d opinion, we have to think of the needs of each department.
e me that they set a very bad example to the other departments.

Over 4o you 3L

* How free are people to express their feelings in your organization?

e Are people at all levels encouraged to say what they think?
e Are new employees asked for their opinions?
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Meetings 4: agreement and

You’re perfectly right. We |
are the people who are
the driving force behind
the company.

disagreement

Carla’s meeting (see previous unit) continues.

Agreeing

You can also say:

a I couldn’t agree more. We got our latest
recruits after we won the Advertising Industry
Award for best advertisement last year.

b Precisely. Creativity comes to some of our
people in the middle of the night.

¢ Exactly. It’s the creative people who bring in
all the money.

d Absolutely. It’s the output that counts.

Disagreeing

That’s not really how
I see it. Designers and

accounts people are all
company employees.

You can also say:

g I don’t really agree. The prizes that the
designers get are important, but people
would come to work for us anyway.

h I can’t go along with you there. I think we $

124

need to see people at their desks actually
working.
i Ithink you’re mistaken. If the designers get
to work late, they should be disciplined.
j I'm afraid I can’t agree with you there. We
all depend on each other for the company to
make money.
I’m sorry, but that’s out of the question. All
employees should keep to normal working
hours.

Business Vocabulary in Use intermediate

The phrases in bold can be used when agreeing with people.

You may be right there. The
budget figures are not looking
good. But on the other hand
we mustn’t forget the other
benefits for the company.

You can also say:

e That’s true, I suppose. But we must think of
the company as a whole.

f Isuppose so. But other employees mustn’t be
forgotten.

I think you’re wrong. The
design department’s costs
| are justified because of our
high-quality work. The costs
— of the other departments are
e - not justified.

You can also say:

I Of course not. The latest figures I've seen
show that the project is within budget.

m That’s absurd. You can’t expect us to leave
at 10 in the evening and be back at 8 in the
morning.

n That’s ridiculous. Each department has very
specific needs.

Be careful with That's absurd, That's
ridiculous and Of course not.

; !
1 These expressions are very strong and |
{ can be offensive. j




58.1 Put the expressions in A and B opposite into the following groups:

58.2

58.3

1 mild agreement
2 mild disagreement

3 strong agreement
4 strong disagreement

The expressions below follow on immediately from those in A opposite. Match the

continuations (1-6) with the expressions (a—f).

1 We don’t care about the hours that each person in our department works.

2 Besides that, the prizes help us to attract and keep the best designers.

3 Not only do we have these very high costs, but it also sets a very bad example to the other
departments and they start going over budget too.

4 We’re all in this together.
5 Without us, there would be no profits.

6 You should be looking at what we produce, not at the time of day we produce it.

Two advertising managers, Georgina and Henry, are exchanging opinions. Use expressions
from B opposite (g-n) containing the word in brackets to complete what Henry says. Then

match what Georgina says with Henry’s replies.

Georgina

Henry

N
! The agency should move its offices out
of Soho to the suburbs somewhere.
y,

<
2 Times are difficult and everyone
should take a 10 per cent pay cut.
J

3

The real problem is the number of
unproductive people in the agency.

When they travel on business,
everyone should stay at the same
low-cost hotels in order to cut costs.

One reason for our high costs is
employees who go out for coffee in
the local bars twice a day.

If the agency’s less profitable than it
was, it’s because economic conditions
are terrible.

~

competitors if we cut salaries.
A\

(absurd).

We would lose employees to our

=

(along).
The agency is at its most creative now.

.

(ridiculous). We
need to stay in the creative heart of London.

I

.

(afraid).
People need to get away from their
offices sometimes.

well, despite the economy.
.

(really).
Other advertising agencies are doing

Everyone in the agency works hard.
AN

(course).

If we could get back to the creativity
we had when the agency was founded,

all our problems would be solved.

Over to you ‘k

(question).
Some of the accommodation is really
bad.

WTW’WTTW

e |s it acceptable for people to disagree openly with each other in your company/country?

* Do you prefer to avoid arguments?
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n Interrupting, referring back, checking understanding, avoiding

confrontation
-
-
® oy
®
=
-
-

D Agreement, consensus or compromise?

All the nouns above can be countable and uncountable.

You can come to, reach or find agreement or an agreement (with someone). The same verbs can be
used with compromise and consensus.
If you disagree (with someone), you have a disagreement (with them).

3¢} Meetings 5: discussion techniques

Concluding

We've cc
It’s been
We’re ru
To go ov
To sum
We're ga
Unless ai
We’re ga
I think
Thank y:

: Intermediate




59.1 Use complete expressions from A opposite to complete the dialogue, based on the prompts in
brackets. The first one has been done for you.

59.2

59.3

A:
B:

O P2OF»

We really will have to increase productivity.

(coming), but there are limits to how much we can ask of each individual employee. After
all, if you look back at the records for ...

| hear where you're coming from on this, but ...

stop), You have to admit things were different then. That was in the late 1990s.
understand), but that’s not so long ago. The pressures were the same.

go back), there are limits as to what we can ask from the creatives. They ...

interrupt), but I hate that word ‘creative’. A lot of them have created nothing except chaos
since they arrived in the company.

: (suggest), that the creative department has people who shouldn’t be there?

Use the information in B opposite to complete the table below.

Countable

Uncountable Verb

Expression

noun noun also?

agreement | || e / / (.....) agreement
disagreement | | | disagreement

compromise | [ b / / (......) compromise
consensus | / / (......) consensus

Look at C opposite and put the extracts from this newspaper report into the correct order.

out of rime and we're going to have to stop there. I'll let you know the committee’s decision
about the solution to this problem by the end of the month.

There were strong differences of opinion at last night’s meeting to discuss banning cars
from the centre of Cambridge. The chair, Ms Yolanda Johns of the town councils transport
committee, organized the meeting well. At the end of the meeting she said, ‘We've covered

They said it would improve the quality of life. It was not possible to come to

a lot of ground and I've listened to both sides of the argument. To sum up the arguments,
there were those who thought that banning cars would damage shops and businesses in
the town.’ Others disagreed.

a compromise or consensus. There was total disagreement. After four hours of heated
discussion, Ms Johns said, It’s been a very interesting discussion but we're running

Over 4o you

In your organization, are decisions based oh compromise and consensus - or are they

imposed from above? Give an example.
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Presentations 1 key ideas

m Types of presentation

Here are some examples of business presentations.

a press conference - the chief executives of two companies tell journalists why their companies
have merged

b demonstration — the head of research and development gives a presentation to non-technical
colleagues about a new machine that the research and development department has just
completed

¢ product launch — a car company announces a new model

d workshop — company employees do practical exercises on time management

e seminar — a financial adviser gives advice to people about investments

BED \What makes a good presentation?

A presentation, and the presenter, the person giving it, are usually judged by:
1 The way the presentation is organized:
@ The ideas and the visual aids (see below) are clearly structured — easy to follow

@ how the information is mixed with interesting examples and stories — people want to hear
how the presenter relates personally to the subject

2 The way the presentation is delivered:
@ rapport with the audience ~ members feel that the presenter understands them
eye contact — the way the presenter looks at the audience

loud enough voice

variety in your tone of voice — it’s important not to speak in a monotone and to vary the
speed that you speak at

3 The way the presenter feels about the topic, the audience and himself/herself:
confident and relaxed look

enthusiastic about the topic

positive attitude

interested in the audience and getting them involved — participating in their minds

Visual aids

bullet points ——-—‘“'74 whiteboard

blackboard

flipchart

\f handouts
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60.1 Match the presentation types in A opposite with things that people say in them below:

1 Each group has a series of problems faced by a company. I want you to suggest solutions.
2 Now is the right time to get out of company shares and invest in property.

3 The combined resources of our two organizations will allow us to achieve great things.

4 The X300 has the most advanced features of any car in its class.

5 As you can see, this prototype is far in advance of anything we have done before.

60.2 Look at B and C opposite. Then read the article and answer the questions.

Making. Sure You Get The Message Across

Your mouth is dry. your voice
trembles. your hands shake and you
can hear your heart thudding — yes,
you are making a presentation. No
matter what job we do, most of us
will sooner or later have to make
one, whether it is delivering a
goodbye speech, explaining a
project to bosses, or trying to get
new business.

Khalid Aziz, of the Aziz
Corporation, which teaches senior
executives Lo communicate. says:
‘About 60 per cent of the
effectiveness of a  spoken
presentation is nothing to do with
the words. It's to do with style,
confident body language and the
right speed of delivery. Management
consultant Terry Gillen says: ‘Your
presentation should have a main
theme, a single powerful message.
Tt should have a clear structure, with
each point leading to the next.
Human brains automatically try to

organise information received, so if
your presentation does not have a
structure, your audience will create
its own. Attention will wander and
listeners may get the wrong idea.
And if you structure your
presentation, it will be easy for you
to remember.’ But Mr Gillen warns:
‘Reading from a document, whether
it’s the whole speech or detailed
notes, sounds formal and stiff, and
switches the audience off.’
Presenters should encourage
passive and active audience
participation to personalise the
message and keep people listening.
Mr Gillen says: ‘Use phrases such
as “What would you think if ..”
Encourage them to ask questions or,
if you are demonstrating something,
get them to join in. They'll do this
only if you look friendly and smile.
Make eye contact and maybe enter
the audience’s territory rather than
staying stuck behind your desk.’ He

1 Which points in B opposite does Khalid Aziz refer to?
2 Which point in B does Terry Gillen refer to? Z

3 Is reading from a prepared text a good idea? Why? / Why not?

4 For Terry Gillen, what are four ways of getting audience involvement?

5 For Khalid Aziz, what are two ways of avoiding panic, and one way of using visuals well?

6 What is the most important thing about presentations for Deborah Buckle?

7 She says that ‘the message received is not always the one given’. Where is this idea referred to

previously in the article?

Over 4o you

adds: ‘The audience want to.enjoy
the presentation and are more likely
todo so if the presenter also appears
to be enjoying it. Nerves and anxiety
often show. Audiences notice
uncomfortable body language and
hesitant speech.” Mr Aziz says:
‘Minimise panic by steering clear of
coffee [or at least two hours before.
Practise and rehearse, and visit the
venue to remove the fear of the
unknown. Beware of complex visual
aids which confuse and distract
attention from the message, and add
extra information with your voice.

NatWest corporate manager
Deborah Buckle, 32, learned to
‘Present with Passion’ after
attending one of Khalid Aziz's
courses. Deborah, of Surrey, says:
*Knowing your stuff is not enough.
You have to enthuse your audience.
I also learned that, unless you're
careful, the message received is not
always the one given.

» Do you ever give presentations? What type are they? Who are the audiences?
¢ In your experience, what makes a good presentation?
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Presentations 2: key steps

m Key steps: introduction

Anne-Marie Duval works for a firm of management consultants. She is responsible
for recruiting consultants for the firm. She has been invited as a guest speaker to an
international conference in Cannes to talk about the subject of recruitment.

a My name’s Anne-Marie Duval and I work for
Gem Consultants.

b It’s very nice to see so many of you here in Cannes
on such a sunny day!

d§ ¢ I’'m going to talk about ‘Consultancy Skills for the
21st Century’.

d There are three main areas I want to look at today.

e If you have any questions, I'll be very happy to

answer them at the end of the session.

m Key steps: main part

That’s all I have time for on technical skills.
Let’s move on to the second area:
interpersonal skills.

~
OK. To begin with, let’s look at
the first type of skills that

consultants need: technical skills. o
As you can see on this slide, there are two key

Of course, related to technical areas in relation to interpersonal skills.

skills, you need good general
knowledge of management
subjects.

And as this transparency shows, interpersonal
skills are complex.

I think that covers everything on
interpersonal skills.

OK, that’s all I have to say on/
about the key area of people
management ISsues.

Time is moving on, so let’s turn to the third
area: people management issues.

This is the third and most important area
that I want to talk about today.

Key steps: closing

130

Let me just sum up. Firstly, we looked at technical skills, secondly, interpersonal skills
and last but not least, people management issues.

In fact, the secret for success in the future is going to be, in my view, these people
management issues. That brings me to the end of my presentation. Are there any
questions?
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61.1

61.2

61.3

nain alk ; nd

Over 4o You '

» How are people expected to dress for different types of presentation in your country?
e What do you think about humour in presentations?

Intermediate



n Closing and dealing with questions

Presentations 3: audience interaction

Anne-Marie is bringing her presentation (see previous
unit) to a close and invites questions from the audience.

That brings me to the end of my
presentation. Are there any questions?

These are her answers to some of the questions.

7

.
a That’s a fair point. I know that some

b That’s confidential. ’'m
afraid I can’t tell you.

consultants don’t have a very good image.
But I think that the results from our
organization, Gem Consultants, speak for

{3
themselves. I can give you examples of ¢ That’s not really my field. But I can put you in
enormously reduced costs or increased touch with someone in my organization who is
profits at companies that have used our working on internet applications.
services ...

P,

!
e Well, I think that goes beyond the scope of

d The questioner would like to know today’s presentation. Today I wanted to
what sort of background the people concentrate on consultants’ skills, not go into
we recruit usually have. Is that right? particular case studies in consultancy. Well,
Well, we recruit some of our we’ve run out of time and I think that’s a good
consultants straight out of business place to stop.

school, but mainly ...

[
f I'm afraid we’ve run out of time. But if you’d like to come and
discuss that with me now, I'll try and give you an answer. I think
that’s a good place to stop. Thank you for listening.

D Intercultural aspects

-

132

a Avoid mannerisms - irritating ways of moving and speaking — such as overusing ‘Er ...".
b Be careful with humour. For example, don’t make jokes about people in the audience.
¢ Dress formally unless you know for sure that the occasion is informal.

d Maintain eye contact by looking round the room at each person in the audience for
about a second, before moving on to the next person. Don’t concentrate on just one or
two people.

e Face the audience at all times: don’t speak to the equipment or the screen.

f Remain standing: don’t sit. Stay more or less in one place and don’t move around too
much.

g Smiling is fine at appropriate moments, but not too much: it can seem insincere — as if
you don’t mean it.

h Use gesture — hand movements ~ to emphasise key points. Point with your whole hand,
rather than just one finger.

i Respect the audience. Don’t make exaggerated claims — don’t say things are better than
they really are.
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62.1 Match these questions (1-6) from the audience with the answers (a—f) that Anne-Marie gives in
A opposite. ’

1 Sorry, but I didn’t hear the end of the question — could you repeat-what the questioner said?
2 In what ways do you think the Internet is going to change the way management consultants
~ work in the future?

3 Some companies refuse to use management consultants. What do you say to people who say
that consultants are a waste of time and money?

4 What’s the average salary for your consultants?

. 5 Idon’t know if you have time to answer this, but can you tell me how I can apply to work

for Gem? ;

6 You say that Gem have enormously increased profits at some companies. Can you give one
ortwo examples of this?

62.2 Look at this presentation that a sales person gave to potential customers. Match his mistakes
with the points in B opposite.

Hi,P’m ... er ... Andy
and ...er...Pm...er
... hereto ... er ... talk
about ...

What are the
main benefits of
your products?

&

There was an
Englishman, an
Irishman and a
Scotsman ...

. Most people
who go to the
cinema are
between 16
and 30. That’s |
amazing.

How long have you
got? Our products are
so good I could go on
| about them all night.

Over o You

* How is body language used in presentations in your country? Which gestures are

acceptable and which are not?
e Which of the things mentioned in B opposite do you find the most annoying? Why?
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$¥¥ Negotiations 1: situations and negotiators

m Types of negotiation

If people negotiate (with each other), they
talk in order to reach an agreement which
is to their mutual advantage — good for
them both. Examples of these situations
in business are:

a customer—supplier negotiations

b wage negotiations

¢ merger or takeover negotiations (see
Unit 34)

d trade negotiations

e Negotiations also take place to settle
disputes — decide arguments.

f contract disputes

g labour disputes

h trade disputes

BEEED \Word combinations with ‘negotiations’

Intense e . . . .
it are very difficult and tiring, with a lot being discussed.
Delicate e g
Tense negotiations are very difficult and could easily fail.
Eleventh-hour take place very late in relation to the time that an
Last-minute agreement 1S necessary.
| Last-munute 8 ry.
Protracted J take a very long time.

y long

Intense is about as twice as frequent as

intensive in this context.

Someone who takes part in negotiations is a negotiator. A tough negotiator is someone who is
good at getting what they want, but could be difficult to deal with.

Bargaining
To bargain is to discuss and agree the price of something. Someone who does this is a bargainer.

Bargaining is used to talk about pay negotiations, especially in phrases like collective bargaining,
pay bargaining, wage bargaining.

All these refer to discussions between groups.of employees and their employers about pay and
conditions.

Bargaining is also often used in these combinations.

tactic a particular technique used by a negotiator
ploy a technique used by a negotiator that might be considered as unfair
chip . . . .
. an issue that a negotiator uses in order to gain an advantage
bargaining { tool
point a particular issue that a negotiator discusses
power  the degree to which one side is strong enough to obtain what it wants

process  the way that negotiations develop
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63.1

63.2

63.3

Match these headlines (1-7) with the 4
situations (a—g) in A opposite.

1

PHARMACEUTICALS GIANTS SAY THAT COMBINING |
WOULD BE ‘TO THEIR MUTUAL ADVANTAGE’

CAR WORKERS IN TWO-YEAR
PAY DEAL TALKS WITH FORD

g AIRLINES ATTACK AIRBUS FOR

LATE AIRCRAFT DELIVERIES

FRANCE BANS US FILMS

EMPLOYERS REFUSE TO NEGOTIATE
WITH STRIKING MINERS

EDUCATION MINISTRY AND HP IN
‘COMPUTER ON EVERY DESK' TALKS

1 negotiations between the hijackers and air traffic control in

Cyprus, the plane was allowed to land at Larnaca airport.

After 48 hours of intensive

negotiations between the US, the European Union

and Japan.
3 The agreement on limiting television l
vidlenesirp I;Zenf'fs_ the climax of | € pegotiations in which he slept for only one hour,
several months of intense t Mr Prescott said, ‘It has been both tough and
£ AV e A o A U e AT Pt P e, >
incredibly complicated.
4 T T T Tt TN MY, BTN T B e i T IO s it T T

Then violence broke out and it took
six months of delicate

negotiations to put the process back on track.

5
gm:fthal ;:ras struck only after € . negotiations between television executives and the
= h-hour National Parent-Teacher Association.

Complete what an employee representative says with expressions from C opposite.

1 Last night, we were talking with employers until 3 am, but it wasn’t really necessary — they
were trying to tire us out. It was just a ]
2 When unemployment is low, we can be more demanding. We havemore ... ...

3 When neither side is aggressive, things go much better. It improves the whole

4 The most difficult area is negotiating what employees are going to be earning next year,

what’s called (3 possibilities).
5 It’s good when you have a piece of information that the other side don’t have. It can turn out
to be a useful (2 possibilities).

6 I usually get what I want. P'ma prettygood .. }

Over 4o you ‘k

» Do you have to negotiate? Do you like it? Why? / Why not?
e What qualities make a good negotiator?
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m Negotiations 2: preparing

Y Preparing to negotiate

When you’re going to negotiate, it’s important not e Perhaps you are in a position to influence the

to rush into things. choice of venue®. If so, decide whether you

a Get as much information as possible about the prefer:
situation. If you are dealing with people from ~ ~to be on your own ground’
another culture, find out about its negotiating ' —to go and see the other side on their ground®
styles' and etiquette?, and so on. The more you - to meet on neutral ground®, for example in a
can find out, the better! hotel.

b Work out what your needs and objectives®are.  f If you are negotiating as part of a negotiating
This gives you your initial bargaining position®. team'’, consult the other members of the team

¢ Try to estimate the needs and objectives of the about the points above. Allocate roles and
other side. responsibilities'’.

d Prepare a fallback position®.

lthe way they negotiate Sthe place where you are going to meet
Zwhat they consider to be acceptable and unacceptable 7in your own offices

behaviour 8in their offices -

3the things that you want to achieve “neither your office nor their office
“conditions that you will accept team that is negotiating

Sconditions that you will accept if the aims you have at Hwho is going to do what

the beginning are not met

)  Opening the negotiation

Linhas Transatlanticas (LT) is negotiating to buy a number of D740 planes from EPA. Frederica
Ramos, LT’ chief executive, is talking to Tom Lang, EPA’S chief salesman. Here are some of the
things she says:

a Mr Lang, good to see you again. How are you? Let me introduce my colleagues: Sandra
Lopes, our head of finance, and this is Fernando dos Santos, head of operations here at LT.

b Would you like some coffee or tea, or would you prefer juice? How was the flight?

¢ Shall we go to the conference room and make a start?

d You told me you’re flying back on Friday evening, so that gives us
three days. I think two days should be enough to cover all the points.
On the third day, Friday, if we have an agreement, I'll ask our lawyers
to check it.

e As you all probably know, Mr Lang and I met at the Aerospace Trade
Fair in Frankfurt last year and we had a very interesting discussion
about the possibility of buying a number of D740s from EPA.

f Well, we’ve looked at the potential requirements for the new plane and
it looks as if we may need 100 new planes over the next five years.

Negotiating styles

When you’re negotiating with people from other cultures, it’s important to think about what
they consider as ‘normal’ behaviour. Think about these areas:

a body language — the way you hold your body, the gestures you make, etc.

b conversational rules — the acceptability of silence, interrupting others, etc.

¢ hierarchy ~ awareness of and respect for the relative importance of people on both sides

d physical contact — the degree to which it’s acceptable to touch someone’s shoulder, for

example, to make a point

relationship building — how important it is for participants to get to ‘know’ the other side

f attitude to time — do you get down to business immediately, or do you spend some time on
‘small talk’?

2]
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64.1

64.2

64.3

Tom Lang is EPA’s chief salesman. He is hoping to sell a number of 740s to Linhas
Transatlanticas (LT) over the next few years. He and his colleagues are meeting LT executives
soon, and he is preparing for the negotiations. Match each point in the preparation notes he
makes (1-6) with one of the points (a—~f) in A opposite.

| Organize preparatory meeting with our head of manufacturing and head of financing
to discuss strateqy.
2 Agree 4o qo to LT's offices in Rio de daneiro.

3 Principal objective: delivery of £irst 20 planes in 2 years, not earlier; other objectives:
get Lull price on each of €270 million.

4 Rumours +hat airlines are having problems borrowing money from banks for plane
purchases - £ind out more about +his.

5 Will accept price of €260 million per aireratt i£ order is £or 30 or more.
b Find out more about Brazilian business etiquette/

Match these points (1-6) with what Frederica Ramos says (a—f) in B opposite.

5 Start the actual
negotiations, perhaps
by finding-out more
about the priorities of
the other side — the
things they think are most .
important — or talking about
your own requirements.

1 Go to the meeting room
and suggest that you get
down to business.

2 Have a clear agenda and
a timetable.

3 Offer coffee and small
talk. Try to create a
relaxed atmosphere. 6 Greet representatives

’ of the other company,

E— introducing your

colleagues. Everybody

should be clear about who

everyone is.

4 Give the background to
the negotiations. Just
talking about the
situation is a good way =T
of reminding people of key
facts and issues.

Alonso, a representative of Alpha Ltd, is in another country in order to try to get a
multimillion-dollar order from Beta Inc, represented by Brian (the most senior), and Belinda and
Birgit (who work under Brian). Match each problem with one of the headings in C opposite.

1 Alonso wanted to start the negotiations immediately, but Brian suggested a sightseeing tour
of the city where Beta is based, and the next day, a game of golf.

2 At the start of the meeting, Brian asked Alonso about his flight and the hotel.

3 When Alonso made an important point, Brian was silent for two minutes before replying.
This made Alonso very nervous.

4 When he was talking, Alonso looked directly at Brian, Belinda and Birgit in turn, giving them
equal attention. Brian started to look annoyed.

5 During a coffee break, Alonso put his arm around Brian’s shoulders in order to be “friendly’.

6 When Belinda or Birgit were talking, Brian frequently tapped his fingers on the table.

Over o You '

e What are the normal ‘rules’ in your country for a buyer-customer negotiation?
e Give one or two tips to a business person visiting your country in order to negotiate.
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Negotiations 3: win-win

Probing

The idea with win-win is that in negotiations there shouldn’t be winners and losers. The
negotiators try to reach a win-win solution — an agreement of equal benefit to them both.
One way of starting out is probing — asking the right questions and listening carefully to the

answers — to find out more about the objectives of the other side, in order to build on the
information you collected before the negotiation.

~ N
a What is the situation on production d What did you have in mind
at your plant at the moment? j regarding specifications? )
.. A - - . R
b What sort of quantities are you e What were you thinking of in terms
looking for? ) of delivery dates?
N
¢ What are we looking at in the way f How important to you is the
of a discount? currency for payment? )

Positive positions
Through a series of proposals or offers and counter-proposals or counter-offers from the other
side, the two sides work towards an agreement that will benefit them both.

1 If you offer more attractive financing, we will be able to increase our order.

2 As long as the planes are delivered on time, we could consider ordering more in the future.

3 On condition that you deliver 20 planes by May, we will start negotiating a second order
then.

4 Supposing that you provide good technical support, we may be prepared to pay a higher price.

5 Provided you understand our immediate needs, we might agree to later delivery of some of the
planes.

Notice that you use the -ing form after consider. You can also use the -ing
form (as well as the infinitive) after start.
You can say provided (that) and providing (that): that is optional with both.

Negative positions
These can be expressed with ‘if> or ‘unless’.

1 If you don’t . .
i reduce the price, we will go elsewhere.
Unless you
2 If you fail to deliver on time, we will go to a commercial court for
Unless you compensation.
3 If you can’t . .
f sort out the technical problems, we will cancel our order.
Unless you .
4 If you refuse to ] take account of the issues we’ve mentioned, we won’t
Unless you continue these negotiations.

Concessions and trade-offs

When you offer to change your position to one that is less favourable to yourself, you concede
something or make a concession. A series of concessions in exchange for concessions from the
other side is a series of trade-offs.

Even in a friendly negotiation, there may be horse-trading, with each side making a series of
concessions. (This expression is often used to show disapproval.)

Business Vocabulary in Use lntenhediate



65.1

65.2

65.3

65.4

Match the replies (1-6) with the probing questions (a—f) in A opposite.

1 In the long term, perhaps 100 units per year over five years.
2 We can offer 10 per cent if the quantities are right.

3 We’d like to see a 10 per cent improvement in performance
4 We’d prefer US dollars.

5 We’ll need the first 30 planes in 18 months.

6 We’re operating at full capacity.

The EPA-LT negotiations in 64.1 and 64.2 have reached a stage where each side is making
proposals and counter-proposals. Use expressions and structures from the item with the same
number in B opposite to complete the phrases below, using the correct form of the words in
brackets. The first one has been done for you.

1 offer more flexible payment conditions / be able / (pay) / higher price
If you offer more flexible payment conditions, we will be able to pay a higher price.

2 guarantee increased fuel economy / could consider / (pay) €25.5 million per unit

3 you sign the agreement today / will / start / (deliver) the planes / July (2 possibilities)

4 send us your personnel for training / may / prepared (add) special features / to the planes that
you order

5 accept our conditions / might agree / (work) / you / future (2 possibilities)

Change these expressions from C opposite and others so that they begin with ‘Unless’. The first
one has been done for you.

1 If you don’t reduce the price, we will contact Boeing to see what they have to offer.
Unless you reduce the price, we will contact Boeing to see what they have to offer.

2 If you fail to consider our particular requirements, we will end these discussions.

3 If you can’t deal with our order as a priority, we will cancel it.

4 If you are unable to offer more environmentally friendly versions, we will go to see your
competitor.

5 If you don’t stop using unfair techniques, we will break off negotiations.

Use appropriate forms of expressions from D opposite to complete these extracts. Use each
expression once only.

1 Management has made in return for the withdrawal of the shareholders™
proposal to fire the entire board of directors.
2 Diplomats and oil executives believe a compromise could be reached through intensive horse

3 The contract negotiating strategy will be based onthe _________  between time, cost
and quality, and attitude to risk.
4 Parkside had been passing on price increases to customers, but in May was forced to
...a 10 per cent cut to its largest customer.

Over to You

» [s every negotiation potentially a win-win one?
e Have you ever needed to make concessions? When, and how?
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IEY Dcadiock and mediators

Negotiations 4: reaching agreement

BASEBALL STRIKE

Every year in the US there are negotiations between the
baseball players’ union and the baseball team owners about pay
and conditions for the coming season. One year, after months
of negoriations, there was deadlock! and the negotiations
broke down?. Some commentators said there was stalemate’;
others, an impasse”. There were irreconcilable differences®
between the two sides and it was impossible to reach an
agreement. The baseball players went on strike.

The two sides agreed to bring in a mediator® and the
process of mediation” began. The person they chose was a

retired politician. His role was not to impose® an agreement
He recommended a cooling-off period”. The players ended
their strike, for the time being at least.

Another month passed, and still there was no progress. The
two sides said they would accept an agreement imposed by

an arbitrator'®. A judge, who also loved baseball, was chosen.

She looked at the claims of each side and imposed a
settlement'! or a resolution!! to the dispute, fixing the
salaries and the working conditions of the players for the
coming season. The public was glad that arbitration'? had
settled the dispute. Baseball matches continued and life
returned to normal.

et DLl P BT

Ithe situation was completely stuck

2 failed because there was a problem

3 a situation in which neither group of people can win

4a situation where no progress could be made

3 it was impossible to find agreement between the two sides
bsomeone from outside to help restart the negotiations and
bring the two sides closer together

7helping the two sides to agree

m Agreements and contracts

$force
%a period where each side would take no action against
the other for a certain period of time
10, ho has b h ke a decisi

a person who has been chosen to make a decision
Man arrangement to end the disagreement
2the process of solving a disagreement between two
groups of people

Close a deal is

An agreement of any kind is a deal. When you reach an more frequent
agreement, you can talk about closing a deal or clinching a deal. than clinch a deal.

A bargain is also an agreement reached through negotiation. People who get what they want in

e

Arsa

a negotiation and make few concessions are said to drive a hard bargain.

An agreement may be in the form of a contract.

employment ) is about what someone has to do in their job, or about
labour what a particular group of employees have to do.
commercial relates to a business agreement.
oral . .

A/An contract is not written down.
verbal
(legally) forces both sides by law to carry out the actions that
binding they had promised to carry out.

Checking the deal

It’s important to check the points of an agreement to avoid misunderstandings. You could say:
Let me just go/run over — repeat and summarize — the main points.

On A, we agreed that ...

We’ll send you a written proposal.

I think that covers everything.
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L lucrative J is very profitable for a supplier or employee.

As far as B is concerned, — In relation to B, — we agreed ...
We still have the question of C to settle — decide and agree on
And there’s still the outstanding — remaining undecided — issue of D.

We’ll draw up — write — a contract based on those points.



66.1

66.2

66.3

Look at the words from A opposite and say if
these statements are true or false.

1 Someone who helps two sides to réach an
agreement is an arbitrator.

2 If two sides in a dispute use arbitration, no
outsiders are involved.

3 It’s not usual for mediators to impose
agreements. '

4 If you're in an impasse, you think that progress .
is possible. '

5 If negotiations break down, they stop, at least
for a time.

6 Irreconcilable differences are not important.

7 If the two sides agree on a cooling-off period of
one week, negotiations continue the next day.

Complete these extracts using words that can come in front of ‘contract’ from B opposite.

Buyer and seller enter into a legally . seontract once an offer has been accepted.

contract to supply trucks to the British army:

DAF is bidding for a

3
If two people agree on something and sign a sheet of paper, is that a _ contract?
4 v a 3
Peters claimed that Schaffer was an employee in real estate ventures of Peters's company, but Schaffer
asserted that an unwritten, .. ... co‘trdet made them pariners.
She had an _ . contract due to expire later in the year and wanted to take time off work.

The EPA-LT negotiations are ending. Arrange the phrases that Frederica Ramos uses to close
the negotiations into the correct order. The first one is a.

a I’ll just run over the main points. On the issue of the numbers of planes we wish to order,

b I think that covers everything. That’s it for today.

¢ If we agree to the proposal, yow’ll draw up a contract based on those points.

d payment to settle, and there is also still the outstanding issue of documentation.

e we agreed that you would install the most economical Rolls-Royce engines now available.

f we agreed that you would supply us with 120 planes over four years. As far as fuel economy
is concerned,

g We still have the question of the currency for

h You agreed to send us a written proposal on these last two issues.

Over to You *&

e When would you drive a hard bargain?

¢ |f there were irreconcilable differences in negotiations that you were involved in, what
would you do to help resolve them?
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1.1

1.2

1.3

2.1

142

Key

1 I work on

2 In fact, L run

3 I manage '

4 One of my main responsibilities
5 I'm also in charge of

6 1 deal with

7 Pm responsible for

8 I work closely with

2 to 3 at 4 off

6 out

1 to
5 in

2 full-time work
3 part-time work
4 a temporary job
5 permanent work
6 a permanent job

Over to you (sample answers)

If you work:

e I’'m a pilot for a regional airline. 'm in
charge of flying small planes (30
passengers) on short flights. My main
responsibility is for the safety of the
passengers, of course. My other
responsibilities include leaving and arriving
on time, and not using too much fuel.

e [ usually leave home at 4.30 in the
morning. The first flight is at 6 and I
usually arrive at the airport at 5. I don’t
take a lot of time off work — I like flying
too much!

If you don’t work:

e I’d like to do something that involves
working with other people.

e D’d like to work in a job with a regular
routine, where I can leave home at 8 and
know that Il get back at 6. A nice
comfortable office job would be nice!

e Some people prefer to work part-time
because they have children to look after,
or because they have other things that
interest them. Some people like
temporary jobs because they don’t want
to work for the same organization all the
time. Other people like them because
they want to take regular breaks so that
they can travel, for example.

1b 2d 3a 4 f 5¢ 6e
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2.2

3.1

3.2

@
w

1 ¢ working, boring, involves

2 e being / to be

3 a travelling, demanding, dealing
4 d tiring

5 b stimulating, repetitive

Over to you (sample answers)

If you work:

e Yes, I have a nine-to-five job in a bank. I
don’t have to clock on and clock off. There
is no flexitime system — we have to be there
before the bank opens until after it closes.
There are people who do shiftwork — taking
calls from customers in our call centres.

¢ I deal with bank customers, so it would
be difficult to do my job working from
home!

e I like my colleagues, but I don’t like some
of our customers, who can be very rude!

If you don’t work:

¢ I’d like to have regular hours. I wouldn’t
like any kind of shiftwork — it would be
too stressful for me.

o [ wouldn’t like to work from home: I
need to be with other people.

e I'd like a job that involves teamwork,
working with figures, solving
problems, working outdoors and
helping other people.

Across Down
5 recruited 1 accepts
6 headhunt 2 turns down
8 appoint 3 offers
4 hired
7 apply

1 recruit, headhunt, appoint, offer, hire
2 accept, turn down, apply

turned down

an interview

his referees
offered him
accepted
applications

CVs

applicants

their qualifications
shortlisted six people
psychometric tests

QWO NOOUPHWN=
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4.1

4.2

4.3

Over to you (sample answers)

If you work:

I work as a laboratory technician, and the
recruitment process was quite long. I replied
to an advertisement on a jobs website — I
sent them my CV with references and a
covering letter. I was interviewed twice, first
by the head of the laboratory and then by
some of the people who worked with her.
They checked my references, offered me the
job, and I accepted it.

If you’re a student:

Dear Sir/Madam

I saw the advertisement for gardeners on
the Bristol City Council jobs website, and I
would like to apply. 'm currently finishing
a degree in garden design at University
College Falmouth, and I would like to
start a career in this area. I attach a CV,
and I can provide references from my
lecturers at University College.

I can travel at any time to Bristol for an
interview.

Looking forward to hearing from you,

Yours sincerely,

1 from, with, in 3 as

2 in, as 4 on,in

1 skilled 5 unskilled

2 highly skilled 6 highly skilled
3 semi-skilled 7 semi-skilled
4 unskilled 8 skilled

1 computer-literate, proactive, self-starter,
team-player

2 numerate

3 motivated, driven

4 self-starter, methodical, systematic,
organized

5 talented, motivated

Over to you (sample answer)

The job of sports shop manager requires
someone who is good at sport, preferably
good at three sports or more, so that they
can advise customers on the right equipment
to buy. Someone in this position has to be a
self-starter, methodical and organized. You
have to be computer-literate so that you can

5.2

6.1

6.2
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control stock and order new stock on time,
and be good with people, as you will manage
a staff of up to 15 people.

1 salary
2 overtime, commission
3 bonus
4 perks

-5 .company car

6 pension
7 benefits package

1 compensation payment, severance payment
2 compensation package, severance package
3 performance-related bonus

4 fat cats

Over to you (sample answers)

I’'m a senior manager in a construction

company. My basic salary is the most

important thing. The benefits in order of

importance are:

1 The performance-related bonuses that we
get when we finish projects on time.

2 The share options that I get, based on the
profits made by the company.

3 1 hope to retire when P'm 55 or 60, and my
pension is very important — so this is next.

4 And of course, the company car is a nice
perk to have — I have a Jaguar.

5 The health plan that the company
contributes to is another nice perk.

Across Down

2 white 1 payroll

5 staff 2 workforce
6 manual 3 unions

7 strike 4 blue

9 employee 5 shopfloor
10 outs 8 stoppage
12 personnel 11 slow

13 labour 14 go i
15 collar

1 office

2 head office

3 headquarters

4 open-plan

5 administrative staff

6 support )

7 human resources department

8 HRD
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7.1

1.2
13

144

Over to you (sample answers)

o Henkel has its head office in Dusseldorf,
Germany. It has about 55,000 employees
worldwide. It is a very large company
with three main activities, and people
work on different sites depending on the
activity they work in. Some employees,
for example administrative and support

staff, work in open-plan offices.

e Personally, I would prefer to have my
own office, rather than work in an open-

plan office.

retirement retire
demotion demote
lay-off layoff
dismissal dismiss
termination terminate

Noun Adjective

seniority senior
freelance(r) freelance
redundancy redundant
insecurity insecure
tlexibility flexible

1b 2d  3e 4c 5a
1 reviews 6 flatter

2 off 7 leaner

3 contracts

4 freelancers

5 laying

8 redundant
9 outplacement

Over to you (sample answers)

e Performance reviews are designed to
help employees understand their weak
and strong points, and to help them -
change the way that they work in order
to improve their performance.

e An organization often restructures in
order to become more efficient and
profitable. Perhaps the structure that
existed before is no longer suitable for
new activities or objectives.

e The main advantage of outsourcing is
that it allows an organization to
concentrate on what it does best, rather
than having to manage a range of
activities that it does not do so well.
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8.1

8.2

9.1

9.2

e People are dismissed for all sorts of
reasons — perhaps because they have
behaved in an unacceptable way, or
because their performance is not as good
as it should be and they have not
reached their objectives.

1 bullying

2 sexual harassment, harassed

3 glass ceiling, sex discrimination

4 racial discrimination, racist, discriminated
5 Affirmative action, affirmative action

b 2a 3f 4e 5d 6¢
7g

Over to you (sample answer)

There are many health and safety hazards
in the chemical industry. There are
hazardous substances everywhere, and in
some areas of the industry there is a risk of
explosions. Activities have to be managed
very carefully to avoid industrial accidents.

1 marketing director

2 research director

3 finance director

4 human resources director
5 customer services manager
6 sales manager

1 President and CEO — Maria Montebello
2 Non-executive director — George Gomi
3 Non-executive director —Julia Jones

4 CFO - Stan Smith

5 VP Marketing — Clarissa Chang

6 VP Research — Richard Roberts

7 VP Personnel — Deirdre Dawes



Over to you (sample answers)
Management Organigram

CEO
I

Sales &
Marketing

Financial Production Customer service

& HR & Purchase & Projects

- Marketing

Customer
service

R&D

IT manager Engineering

' 1Event &
Exhibition

Accounting
department

Project

Production
management

Sport &
Leisure

ﬁ Logistics &
Industrial

Rental
Companies

10.1

10.2

If you don’t work ...

I think I would be a very good lawyer. Even
when I was at school, [ was good at solving
disagreements between people. I like
speaking in public, and defending people
Wwho have been badly affected by the
actions of others. I’d like to work in a law
firm, working with other lawyers.

1 entrepreneurs
2 entrepreneurial
3 founded

4 start-up

5 grow
6 leadership
7 empire

Omidyar: internet entrepreneur
Roddick: cosmetics entrepreneur
Son: software tycoon

Dell: computer mogul

Winfrey: TV entrepreneur
Haji-Ioannou: airline founder

Opver to you (sample answers)

o In the UK, one famous entrepreneur is
Richard Branson. He has founded all
sorts of businesses. They form the Virgin
group of companies. The group contains
everything from a transatlantic airline to
cable television services. Some of the
companies are more successful than
others. He likes to get into businesses
that previously he knew nothing about.
Branson is famous for his casual clothes,

his long hair and his beard.

1.1
1.2

11.3

12.1

12.2

12.3

¢ Entrepreneurs are born, in my opinion.
They seem to have unusual curiosity and
enthusiasm. They are not easily
discouraged when they don’t succeed the
first time. They are often good at
knocking on doors and finding the right
people to help them develop their ideas.

1d 2c 3a 4 f 5b 6e

1 state-owned companies, government-
owned companies, nationalized companies

2 commercial airline

3 bureaucracy

4 commercial land

5 commercial television

6 enterprise

7 commercial artist

8 commercial disaster

1 free enterprise

2 private enterprise

3 enterprise economy
4 eaterprise culture

5 enterprise zone

Over to you (sample answers)

e In France, the public sector is very big.
Public sector workers have good
conditions: a short working week, and
earlier retirement than in the private
sector. But they are paid less than they
would be in the private sector. However,
public sector workers’ conditions are
slowly changing and becoming more like
those in the private sector.

e Among the industries mentioned,
electricity supply and rail transport are in
the public sector. Telephone services have
been privatized in the last few years.

1 partnership

2 plc

3 corporation

4 freelancer / sole trader / sole owner
5 limited company

4 demutualized
5 demutualize
6 mutual

1 demutualization
2 building society
3 members

1b 2¢ 3e 4a 5d
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13.1

132

13.3

141

14.2

146

Over to you (sample answer)

In my country, a lot of charities work on
social problems such as poverty or
homelessness. Others work abroad to help
people in poverty there, or to help them
after natural disasters such as hurricanes.
There are also charities which work on
medical problems such as cancer.

1 computer software 5 cars
2 computer hardware 6 media
3 pharmaceuticals 7 financial services

4 aerospace 8 retail
1 property 4 defence
2 tourism 5 pharmaceuticals

3 financial services

Across Down

1 aerospace 1 automobile
3 steel 2 defence

4 service 5 catering

6 manufacturing 7 health

8 media 10 light

9 industrial ,

11 emerging

12 growth

13 pharmaceuticals

Over to you (sample answers)

¢ A wide range of goods is manufactured in
my country, Turkey: everything from
pharmaceuticals to trucks. There are a lot
of plants in cities around Istanbul, and
also in places such as Izmir and Bursa.

o The economy is quite diversified.

2 observations
3 surveys
4 moderator

5 low response rates
6 field trials

a Market research
b beta version

¢ product launch
d researchers

e focus groups

f safe

g industrial scale
h designers

i testing/trialling
j CAD/CAM
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14.3

15.1

15.2

1 market 5 launch
2 groups 6 design
3 consumer 7 recall
4 surveys

Over to you (sample answers)

e Before it can release a new drug, a
pharmaceutical company needs to do a

. lot of trials to make sure the drug is
effective and safe. It then needs to get
agreement from the authorities before
the drug can be sold.

¢ I once took part in a survey where I had
to taste a new brand of cola. The cola
company who had organized the survey
wanted to make sure that the taste of the
new cola was more acceptable than the
existing brands among young cola
drinkers.

o If a company finds a problem in a
product after the launch, they may have
to recall the product in order to fix it. If
this involves recalling tens of thousands
of cars, for example, it can be very
expensive, and some owners may not be
aware of the recall.

1 innovation 6 developed
2 state-of-the-art 7 technology
3 development 8 develop

4 cutting edge 9 release

5

technologies

3d 4e 5a

1j 2
7h 8g 9c 10 f

6 b

Over to you (sample answers)

e Word processors like Amstrad and Wang
became obsolete when personal
computers appeared, and word
processing — as well as many other
things — could be done on a PC.

o Companies try to prevent illegal
downloading by using technical devices
such as copy protection, and by taking
legal action against people who
download material in large quantities,
perhaps in order to sell it. Downloading
is so common that companies will find it
very difficult to stop it completely.



16.1

16.2

16.3

171

12.2
17.3

1 manufacture / manufacturing /
production, make(s) / manufacture(s) /
produce(s), maker / manufacturer /
producer

2 provider, services

3 producer, production

4 provider

5 producet, produced

6 provision

Over to you (sample answer)

It depends. Tailor-made — hand-made -
clothes may fit better than mass-produced
clothes, but entirely hand-made cars, put
together without the help of computers
and advanced machines, may not be such
a good idea!

1 capital 6 parts

2 knowledge 7 labour

3 stocks / inventories 8 work-in progress
4 raw materials 9 stocks / inventories
5 components 10 finished goods

1c 2a 3d 4e 5f 6b
1 just-in-time

2 warehouses

3 finance

4 store

5 efficient

6 lean manufacturing/production

Over to you (sample answers)

o The advantage of outsourcing is that your
company can concentrate on what it does
best. But critics say that if you know
enough about an activity to outsource it
and to stay in control of it, then you
might be able to do it just as well yourself.

o The advantage of asking for components
Yust-in-time’ is that the customer does
not have to stock them and finance them
before they are used. The disadvantage is
that if they don’t arrive on time,
production has to stop.

18.1

18.2

18.3

19.1
19.2

193

1 Wikinomics

2 benchmarking

3 the long tail

4 mass customization

1 false 4 false

2 true 5 true

3 false 6 true, true

1 model 4 long tail
2 benchmarking 5 catalogue

3 industrial secrets

Over to you (sample answer)

My organization is trying to improve
efficiency by improving the flow of
information between departments. It’s
difficult when people in one department
don’t know what those in another
department are doing.

1b 2 ¢ 3f 4e 5d 6a
buyer, consumer, customer, purchaser
customer base

client

client base, clientele

seller

seller, vendor

buyer, purchaser

street vendor

buyer, purchaser, buying manager,
purchasing manager

10 user, end-user

WCRNOOCTHE WN -

1 market-place

2 market reforms

3 Market prices

4 market forces / market pressures
5 market forces / market pressures
6 market economy

Over to you (sample answers)

e In the UK, Marks and Spencer has a very
large customer base, especially among
the middle class.

o The purchasing manager in a large office
is responsible for buying furniture,
computer equipment and supplies,
stationery, etc.

Business Vocabulary in Use: Intermediate
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20.2

203

21

21.2

22.1

22.2

148

4 monopolized
5 penetrate

1 penetrate
2 cornered
3 entering

1 are the market leader

2 have a 55 per cent market share
3 Market growth is

4 market segments

5 market segmentation

1 500 4 Aand B
2 yes 5 B,C,Dand E
3A 6 no

Over to you (sample answer)

In the UK mobile phone market, there are
five competitors. Competition is very

- strong. The two market leaders are

Vodafone, with 25.4 per cent of the
market, and O2, with 25.2 per cent. The
other key players are T-Mobile with 23.4
per cent and Orange with 21.6 per cent.
The fifth, much smaller, competitor is 3
UK, with 4.5 per cent of the market.

7 the price

3 benefits 8 marketing mix

4 the product 9 the packaging

5 the promotion 10 marketers, marketeers
6 the place

2 features

1f 2d 3a 4e 5¢g
6b 7¢

Over to you (sample answer)

Disney theme parks are famous for being
market-oriented. They have the knowledge
and understanding of customer needs that
allow them to keep visitors happy:
everything from supplying special raincoats
when it rains, managing the queues for the
different attractions, to serving the right
food in the restaurants.

4 lifecycle
5 positioning
6 portfolio

1 placement
2 mix
3 lines

1 consumer durables

2 raw materials

3 consumer durables

4 fast-moving consumer goods
5 fast-moving consumer goods

Business Vocabulary in Use Intermediate

22.3

23.1

23.2

233

1 name 6 store
2 store 7 products
3 names 8 name
4 Store 9 name
5 generic 10 store

Over to you (sample answers)

¢ James Bond films provide possibilities for
product placement for everything from
cars to clothes to plasma TVs.

¢ The most famous brands of chocolate in
the UK: Nestlé, Cadbury; soft drinks:
Coca-Cola, Pepsi-Cola; breakfast cereal:
Kellogg’s; fast food: McDonald’s,

Kentucky Fried Chicken
1 true 4 true
2 true 5 false
3 false 6 true
1 hike
2 boom
3 cuts
4 controls

1 It had an upmarket image.

2 No, this added to its appeal.

3 No, it also bought competitors, and
launched products in addition to coffee.

4 Tt has improved a lot.

5 No, it’s squeezed from below by fast food
chains and from above by more
sophisticated coffee shop chains.

Over to you (sample answers)

¢ In France, most people buy their cars
through dealers. Other sources such as
the Internet are not much used.

o The lowest costs for home furniture are
found at large specialized furniture shops
on the edge of towns. As in many places,
IKEA is increasing its number of shops.

o There are some supermarkets in town
centres, but they do not usually have low

" prices. People go to out-of-town
supermarkets like Casino and
Intermarché, but there are even cheaper
chains such as Lidl.

e The immediate advantage might be
increased sales, but the long-term
disadvantage might be damage to the
company’s brand image.



241

24.2

24.3

25.1

25.2

26.1

distribution channel 4 resellers

wholesalers 5 customer
retailers 6 retailers / resellers
shopping mall 4 discounter
shopping centre 5 department store

3 convenience store 6 hypermarket
1 junk mail 4 cold calling

2 call centre 5 direct marketing
3 mailshot 6 telemarketing

Over to you (sample answers)

City centre shops can be good: there are
some good department stores where I live.
But it can be difficult to park. With out-
of-town shops, parking is free, but you
have to drive there, and they can be a bit
‘soul-less” — without character.

In the UK, wine companies often advertise
by direct mail.

As a consumer, telemarketing can be very
annoying. The phone rings at inconvenient
times, like mealtimes. I don’t think I've
ever bought anything following a
telemarketing call.

Across Down

4 promotions 1 hoarding -
6 displays 2 loyalty

7 samples 3 commercials
10 prizes 5 territory
11 agency 7 sign

14 force 9 manager
15 gifts 12 medium
16 advertisers 13 area

17 women

1d 2e¢e 3a 4c¢c 5b

Over to you (sample answers)

1
2

Manchester United are currently sponsored
by AIG, a financial services company, in a
four-year £56.5 million agreement.

Many supermarket chains offer loyalty
cards: Some coffee-shop chains do too: if
you buy nine coffees, you get a tenth one
free.

B2C3 5 B2C

B2G 4

3 B2B
4 B2G

26.2

26.3

27.1

27.2

273

274

1 fashion products

2 no

3 no .

4 She can get information about buying
things that she previously knew nothing
about. .

5 Because the general economic situation is
so bad.

6 a) yes, b) yes

1 travel
2 banking
3 fundraising

4 brokerage
5 gambling

Over to you (sample answers)

Some of the potential problems of shopping

online:

e the goods you see on the website may not
be the ones that are actually available

e the goods you want to order are out of
stock )

e the goods you order might not arrive or
might not arrive on time, or at all

e fraud: your credit card details may be
taken to make unauthorised purchases

1e 2 f 3d 5b

6 a 7c¢

4 a

1 costings

2 expenses

3 the sales

4 sales

5 variable, fixed, fixed
6 overheads

1 indirect cost 4 overhead cost

2 fixed cost 5 variable cost
3 COGS 6 direct cost
1 €14 3 25 per cent
2 €10 4 20 per cent

Over to you (sample answer)
McDonald’s Big Mac has the highest sales
of all its products. The company’s main
costs are its restaurants, staff and raw
materials (food supplies).

Business Vocabulary in Use Intermediate



28.2

28.3

29.1

29.2

293

150

armchairs, sofas, dining tables
armchairs

chairs

caffee tables

armchairs

AP ON =

4 spend / expenditure
5 budget

1 overspending
2 under budget
3 budget for

1 emerging markets

2 more users ready to buy second phones
with more features

3 no

4 60 per cent

5 economies of scale

Over to you (sample answers)

e The money spinners are electronic
gadgets of all kinds: mobile phones,
iPods, games consoles ...

o The biggest advertisers are food and
drink companies: there are a lot of
advertisements for snacks and soft
drinks, and the supermarkets also have
expensive campaigns.

¢ Economies of scale allow companies to
reduce costs: with some products, the
more that is produced and sold, the
cheaper each product is.

1b 2 f 3d 4 c 5e
6 a

4 discount
5 credit policy,
payment terms

1 Cashflow
2 upfront
3 trade credit

4 bad debts
5 write them off

1 key accounts
2 debtors
3 creditors

Over to you (sample answers)

o The standard delivery time for ordering
books online is 3—4 days, by ordinary
post. But on some sites you can order
books to be delivered overnight.

o Car dealers offer discounts all the time.
People say that you should never pay the
official price for a car, but should always
negotiate. There are times of year when
car dealers can offer particularly low
prices in order to keep selling.

Business Vocabulary in Use Intermediate

30.1

30.2

30.3

31.1

31.2

32.1
32.2

5 current asset
6 Dot an asset
7 intangible asset
8 not an asset

1 fixed assets

2 current aissets
3 fixed asset

4 not an asset

2 amortization, book value
3 current liabilities

4 depreciated / amortized
5 wrote down

6 long-term liabilities

3 false 5 false

4 true

1 false
2 true

Over to you (sample answer)

The Clifton Building Company’s main assets
are its vans and other equipment. (Another
asset is the knowledge and skill of its builders,
but these are not shown on its balance sheet.)
Its main liabilities are the money it owes to
suppliers, and to the tax authorities.

Across Down
1 profit and loss 2 account
6 standards 3 statement
7 exceptional 4 results
8 report 5 pretax
11 bottom line 9 rule
10 loss
1 false 4 true
2 false 5 true
3 false 6 true

Over to you (sample answers)

o Airlines and other transport companies
are likely to bleed red ink if the price of
oil rises.

o Creative accounting that is not illegal
should be identified by auditors, who
should tell the company’s accountants to
present the information in a more
acceptable way. Creative accounting that
is illegal could be punished by a fine or
even by time in prison.

1b 2a 3d 4e 5c¢

1 loan capital / borrowing

2 collateral / security

3 leverage / gearing

4 highly geared, highly leveraged
5 overleveraged



33.1
33.2

33.3

34.1
34.2

Over to you (sample answers)

o T've thought of opening a restaurant.
Family and friends could supply the capital,
and I might also go to a bank for a loan.

¢ Existing companies normally get capital
on the stockmarket: the stockmarkets are
dynamic, but they are not always ready to
support a good business idea. The cost of
issuing shares can be high, and it’s not
possible to control the ‘owners’ of the
company when shares change hands.
Companies can also borrrow money from
banks, but there have been periods
recently when banks are unwilling to lend.

1b 2a 3f 4 ¢ 5d 6 ¢

1 collapse, burden 4 bailout, crisis
2 repayment 5 turning, ailing
3 Recovery

1 administration

2 protection

3 creditors

4 goes into receivership
5 wind up

6 ceases trading

7 liquidation

Over to you {sample answers)

o If a company defaults on its debt
repayments, it may try to restructure its
debts, or it may go bankrupt.

¢ General Motors may go bankrupt.

o The US government has bailed out ailing
car manufacturers, but many economists
say that this is not a good way of using
money. Supporters of bailouts say that in
difficult economic times it’s better that
people are not laid off but that they
continue working, rather than being
unemployed and receiving money from
the government.

1b 2 ¢ 3e 4a 5d

1 bid 4 predators
2 restructure 5 merger
3 hostile bid 6 joint venture

343

35.1

35.2
35.3

36.1

1 diversified into
2 subsidiaries

3 parent company -
4 demerging

5 refocusing

6 disposals

7 ‘'non-core assets
8 divestments

9 core

Over to you (sample answers)

¢ Companies form joint ventures to
combine their different skills so that they
can make a product or provide a service
that neither of them could do by itself.

o In the UK, Lloyds TSB has merged with
HBOS. The UK government encouraged
them to merge as the banking crisis
meant that they might not have been
able to survive on their own.

e The biggest company in the Czech
Republic is Skoda Auto and its core
activity is making cars.

1 false 4 true
2 false 5 false
3 true 6 true

1c 2a 3b 4d 5f 6e

a, b

b, ¢

mortgages, travel and health insurance
increased: loan payment protection
insurance, current accounts;
decreased: travel and health insurance

HWN =

Over to you (sample answers)

o The main advantage of online banking is
convenience: not having to drive to the
bank, etc. The main disadvantage is the
potential for fraud.

» Crédit Agricole is the biggest bank in
France. It’s a national bank.

1 brokers 5 financial institutions
2 traders 6 centres

3 speculators 7 City

4 Wall Street 8 Square Mile
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36.3

3741

J37.2

373

3841

152

1 local stock markets

2 Telekom Malaysia International
3 public by the end of the year

4 will raise

1 securities house

2 futures contract

3 commodities

4 currencies

5 commercial paper

6 bonds

7 securities

8 commodities exchange
9 options contract

Over to you (sample answers)

e Zurich is Switzerland’s main financial

centre.

e In the US, many commodities are traded,
including, for example, farm products on

the Chicago Board of Trade.

1 Hong Kong 5 London

2 Nikkei - "6 CAC40

3 Dow Jones 7 Frankfurt
4 Nasdaq

1 blue chips 5 bull market
2 trading 6 bearish

3 high turnover 7 barrier
4 bullish

1c¢ 2d 3b 4a

Over to you (sample answers)

e It would be good to buy shares in
Google, as the company will probably

continue to grow and grow.

e Panic selling might start on the stock

market if investors think that the

economy is going to slow down very
fast, and many companies’ sales are

going to fall quickly.

¢ In a bull market share prices are rising,
and people expect them to continue to
rise. In a béar market share prices are
falling, and people expect them to

continue to fall.

2 economics 6 uneconomical
3 economic 7 economics

4 uneconomic 8 finances

5 economical 9 financial

Business Vocabulary in Use |ntermediate

38.2 1 growth rate 5 exports
2 out of work 6 trade gap
3 labour shortages 7 trade deficit
4 trade balance 8 widen
38.3 China growth rate
9
8
7
% 6
5
4
a
2
1
0
30 20 10
years ago years ago years age year
China GDP
[] services
industry
4 [[] agriculture
China GDP China GDP
30 years ago this year

39.1

39.2

Over to you (sample answers)

e If a country has a trade surplus, it exports
more than it imports. If it has a trade
deficit, it imports more than it exports.

o Inflation here in Italy is about 2 per cent
per year, and falling.

o The three countries with the highest GDP
are the US ($13.8 trillion in 2007), Japan
($4.3 trillion), Germany ($2.8 trillion).

1 false 2 true 3 true 4 false 5 true
6 true 7 false

Across Down
1 depression 2 recession
5 peaks 3 slump
9 levels off 4 negative
11 bottoms out 6 stagflation
7 stagnation
8 steady
10 boom
Over to you (sample answers)
e Here in Italy, banks have cut interest
rates this year.



40.1

41.1

o Stagnation is when the economy grows
slowly, or not at all. Stagflation is when
prices are rising during a period of
stagnation.

1 price fixing

2 bribery

3 sleaze

4 insider dealing / insider trading; Chinese
walls

5 bribe / kickback / sweetener / backhander;

bribery / corruption / sleaze
6 identity theft

embezzlement, embezzler, embezzles,
embezzlement, embezzled

faking, faker, fakes, a fake, fake
forgery, forger, forges, a forgery, forged
money laundering, money launderer,
launders, —, -

racketeering, racketeer, —, a racket, —

Over to you (sample answers)

¢ Someone who is guilty of bribing a
politician should go to prison. The
politician should lose his job, and should
also go to prison. ,

¢ On the Internet, one common kind of
wrongdoing is hacking into computers,
gaining access to confidential
information. Another is writing programs
that contain viruses and infecting other
computers with them.

Across Down

4 affirmative 1 responsible

7 sweatshop labour 2 carbon emissions
9 discrimination 3 offset

12 code of ethics 5 ethical

13 exploit 6 green

14 action 8 environmental
15 stake 10 minority

16 issues 11 moral

Over to you (sample answers)

e One UK company that has a reputation
for sacial responsibility is the Cooperative
Bank. For example, it does not invest in
companies that have unethical activities.

42.1

42.2

43.1
43.2

¢ In my country, there are a number of
companies with affirmative action
programs. They are keen to employ
people from ethnic minorities. Women are
fairly represented at all levels of
management, and half their board
members are women.

1 timescale / timeframe

"2 schedule

3 longer than planned

4 overlapped

5 make up

6 behind

7 stage / phase / step / task
8 delays

9 downtime

2 You should avoid interruptions.

3 You should avoid distractions.

4 You shouldn’t aim for perfectionism when
it isn’t necessary.

5 You should plan your day in advance.

6 You should go on a time management
course.

Over to you (sample answers) .

e If a company is behind schedule on a
project, it can employ more people on the
project. But this may not always be a
good idea, as the new people have to be
told what to do. For example, software-
writing projects that are behind schedule
are often still not completed on time even
if new programmers are found.

¢ My best personal tip on time management
is to concentrate on one task at a time
and to finish it before starting another
one.

1d 2a 3b 4¢ 5¢

1 stress 5 quality

2 overwhelmed 6 work-life balance
3 burned 7 downshifting

4 stressful :
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Over to you (sample answers)

o I sometimes get stressed at work. I play
basketball and go swimming to reduce
this.

e Symptoms of stress include headaches, a
tendency to get angry for no reason,
feelings of helplessness, etc.

e Some people who downshift complain of
boredom and of feeling that they are not
part of the modern world.

1 drive, dynamism, energy
2 vision
3 subordinates

4 leadership skills

5 command and control

Across Down

1 decision 2 empower

5 authoritarian 3 bureaucratic
8 distant 4 initiative

9 approach 6 consensual
11 consult 7 making

12 top 10 imposed

13 delegate
14 decentralized

Over to you (sample answers)

e Barack Obamia is the most charismatic
leader in the world today.

o During a process of consultation, the
decision maker talks to everyone who
will be affected by the decision so that
they can influence it.

e Here in Denmark, the management style
is quite democratic. There are typically
not that many management layers, and
everyone is involved in the decision-
making process. And once the decision
has been taken, people tend to accept it,
even if they disagreed with it before.

4 company / corporate
5 business
6 sales

1.macho
2 long-hours
3 learning

1 a ABC
b SBC
2 a SBC
b ABC
3 a ABC
b SBC

Business Vocabulary in Use [ntermediate

46.1

46.2
46.3

Over to you (sample answer)

Here in Greece, students show quite a lot of
deference to teachers, and employees are
quite deferential towards managers. The
attitude is that teachers are the ones with
the knowledge, and should teach it.
Managers are the ones who know what to
do, and employees should obey them.

1 Unlike in the US, Chinese businesses are
typi ally family-owned and operated. State-
owned companies are the exception to this.

2 If American business people understand
this, they will begin to understand what
motivates their Chinese customers.

3 making important decisions, hiring new
employees and making changes

4 No. Decisions are taken directly by the
family head.

5 This means that it is important to find out
who has the power in an organization and
to deal directly with them.

1c 2e 3b 4 a 5d

1h 2e¢ 3g 4f 5d

6 a 7¢ 8b

Over to you (sample answers)

e In the US, people start work at 8 or 8.30
and officially finish at 5, though many
managers start later and stay at work
much longer.

e There are not a lot of public holidays
during the year. Many employees only
have two weeks’ holiday a year. Trade
fairs and conferences (what Americans
call ‘conventions’) are very important, as
they allow people to get away from their
desks without using holiday time.

e The lunch break is usually quite short,
but some business is done over
restaurant lunches. The working
breakfast is an important occasion for
discussions. There are lots of snacks
between meals, and coffee.

e Punctuality is extremely important.
Don’t be late for meetings!

¢ It’s OK to phone people at home about
work, but not late in the evening.



47.1

47.2

47.3

1 VoIP

2 videoconferencing

3 mobile phone

4 cordless phone

5 public telephone / payphone
6 voicemail / text message

7 webcam and microphone

1 It would be good to see Anna soon. I’ll
phone to her and see when she’s free.

2v

3 Why don’t you ring to Pizza Palace and
order some takeaway pizza?

4 v

5 Call me up next time you’re in New York.

6v
7 I'll give her a bell and we’ll go out for a
meal.

8 When you get some news, give me a call.

a press 4
b press 3

¢ press 6
d press 2

e press §

Opver to you (some ideas)

o Advantages of using call centres:

1 You can talk to a human being who can
offer advice, etc.

2 You don’t need computer knowledge.

3 You can be more sure that the
transaction has been successful and has
gone through.

Advantages of using the Internet

1 You can see all the information available
and have time to look at different
options and to think about it.

2 You don’t have to worry about the
mood of the person you’re dealing with
at the call centre!

o The last time I phoned an organization
was when I called Xara last week. The
person who answered the phone was
very pleasant and put me through to the
department I wanted. They dealt with
my enquiry very efficiently — it was
about a late delivery. The person I spoke
to gave me their extension number and
said that I could phone again the next
day if the goods still hadn’t arrived then.

48.1

48.2

48.3

you put me through
One moment
putting you through
the line’s busy

want to hold

call back later

hold. please

busy

again later

the number of

direct line

S QWO NDDOHDWN=

-

(sample answers)

1 You’re through to Steve Fox’s voicemail.
P'm on holiday till Monday the 12th and I
won’t be picking up messages. I will
respond when I get back. If your enquiry
is urgent, please contact my colleague Rob
Timmins on extension 8359. If you’d like
to leave a message, please leave it after the
tone.

2 You're through to the voicemail of Sue

Leighton. I'm away on a business trip till
Thursday. I will pick up any messages, so
please leave a message after the tone and
I’ll get back to you as soon as possible.

3 Hello. You’re through to Rod Baxter’s
voicemail. 'm on a training course until
the 20th of January. I won’t be picking up
my voicemail. You can leave a message
and I will respond when I get back. If you
have any urgent queries, please call my
PA, Jill Salford. Her direct line is 8466.

4 You're through to Tina Preston’s voicemail.
I’ll be in meetings all day today, Friday. If
you’d like to leave a message, I'll get back
to you on Monday morning. If there are
any urgent matters, please call my colleague
Keith Samson on extension 8521.

5 on 7 on

6 on

1is 3 to
2 from 4 at

Over to you (sample answers)

o 1 think it’s difficult on the phone in
English when people talk too fast and 1
have to ask them politely to slow down.
It’s difficult to remember ‘specific’
telephone expressions. It’s also hard to
end calls without seeming rude.
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e You’re through to Maria Karlovski’s
voicemail. P'm on holiday until Tuesday
the 20th and I won’t be picking up
messages. I will respond when I get back.
If your enquiry is urgent, please contact
my colleague Pavel Schmidt on extension
242. If you’d like to leave a message,
please speak after the tone.

o I prefer voicemail because it’s easier to
use — you don’t need to go to a
computer. But putting your message
across clearly and politely can be
difficult. At least with modern systems
you can go back and ‘improve’ it.
However, email gives you time to think
about what you want to say!

I’d like to speak to Ms Sangster, please.
I’'m afraid she’s not available.

It’s Sven Nyman here.

May I ask what it’s about?

Pm calling about her order.

P'll ask her to call you when she’s free.

Hello. Is Jack Bronson available?
No, I'm afraid he’s not available. May 1

FEN ZRPIREEE-

ask who’s calling? Which company are

you calling from?
A: This is Rosario Gonzalez calling from
Excelsior Media Services. Could [ leave

a message for him? 'm calling to
confirm that I’ve received his cheque.

B: [Ill give him your message.

2 V for Victor, A for Alpha, L for Lima,
L for Lima, A for Alpha, D for Delta,
O for Oscar, L for Lima, I for India,
D for Delta

3 W for Whisky, E for Echo, B for Bravo,
E for Echo, R for Romeo

4 www dot, britishcouncil all as one word
dot org slash courses

5 P for Papa, E for Echo, T for Tango,

E for Echo, R for Romeo, new word,
H for Hotel, O for Oscar, U for Uniform,
S for Sierra, E for Echo

6 M for Mike, A for Alpha, C for Charlie,
P for Papa, H for Hotel, E for Echo,
R for Romeo, S for Sierra, O for Oscar,
N for November

7 john hyphen smith at cambridge dot ac
dot UK

Business Yocabulary in Use Intermediate

49.3

50.1

50.2

50.3

51.1

1g 2d 4f 5¢

3b
6 ¢ 7a 8 h

Over to you (sample answers)

e Cambridge: C for Charlie, A for Apple,
M for Mike, B for Bravo, R for Romeo,
I for India, D for Delta, G for Golf,
E for Echo

¢ My email address is rosariogonzalez@
hotmail.com: rosariogonzalez — all one
word — at hotmail dot com. My
company’s website is http://peo.
cambridge.org: h t t p colon slash slash
p e o dot cambridge dot org

1f 2b 3j 4a 5h 6d
7k 8e 9 i 1M0Mc¢c 1 g

1 natural

2 illogical: A gives a definite time when
they will next meet (tomorrow), but B
says just that they will talk ‘soon’.

3 natural '

4 illogical: A gives a definite time (this
afternoon) when they will actually meet
but B says just that they will be ‘back in
touch soon’.

5 natural

1e 2c 3b 4a 5d

Over to you (sample answers)

e I prefer to use email because it gives
people time to think about their response
before replying to me.

OR I prefer to use the phone because
that way you get immediate answers to
questions, queries, etc.

o It can be difficult to end calls without
seeming rude. The best way to do this is
to confirm the things that have been
decided during the call and say when the
next contact will be: an email for
example, or another phone call.

1 George should have taken the card with
both hands.

2 He shouldn’t have written on it.

3 He did not read it carefully.

4 He should have treated it with more care
and respect, and put it somewhere such
as his briefcase.

5 He should have ensured that he had
enough business cards of his own.



51.2 |

513

via Lamborghini, 21

20154 Milano, Italy

Tel +39 81 532 7000

Email: frossi@modac21 .it7

Francesca' Rossi® PhD°, 1PM®
Textiles Purchasing Manager"'

¢
)

Q
82

1 email address

2 artachment

3 get back to me
4 to give me a call
5 by courier

Over to you (sample answer)

i

Dear Leila,

It was very nice meeting you at the IT"
conference in San Antonio. Hope you got
back to Beirut OK. Please find attached,
as promised, some information about my
institution, Heriot-Watt University, and its
Department of Information Technology.
We offer PhD courses, with a large
number of overseas students. The
university is just outside Edinburgh, and
an ideal place to study — I hope the
attached information is useful. Please
don’t hesitate to get in touch if you
require any further information.

Best regards,

Daniella

52.1

52.2

52.3

53.1

1 subject

2 contact details / contact information
3 blind copy

4 bec

5 bee

6 forwarded

7 forwarding

8 reply to all

9 reply

(sample answer)

From: wu.lee@sinophone.com

To: gunilla.madsen@norgequip.com

cc: lin.weng@sinophone.com

22 June 2009

Dear Gunilla,

It was very nice meeting you too at the
trade fair last week. I hope you had a
smooth trip back to Oslo. Please find
attached a document with information
about Sinophone. Lin Weng is our
purchasing manager: Pm copying him in
on this. I will also forward your details to
Shu Bao, our finance director. Please don’t
hesitate to contact me if you require any
further information.

Best regards

Wu Lee

1 Hi Jim; Best

2 Dear Sir/Madam; Best regards
3 Dear Ms Preston; Regards -

4 Dear Mike; All the best

5 Dear Mr Collins; Best regards
6 Dear Madam; Best regards

Over to you (sample answers)

¢ In my view, email doesn’t save time. It
creates more work, because people send
messages that they wouldn’t bother
sending if they had to write a letter or
phone.

o Company employees shouldn’t be
allowed to send and receive personal
emails at work, or surf the Internet,
because it wastes the company’s time
and costs the company money.

1 false 4 true
2 false 5 false
3 true 6 false
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5£3.2 (sample answer) Over to you (sample answer)

Dear Mr Petersson R e

Thank you for the latest version of the oberto Larcia

network equipment supply contract that Career goals

you sent by fax last month. Our lawyers Looking for a senior pasition in law firm in
have looked at it in close detail, and they Europe or Latin America

have insisted on a number of changes that Experience

need to be discussed. I'd hkf: to _call you at 5004-now Paifnr Robartaon Charmbers.
10 am tomorrow, Norwegian time, I i

hope this is suitable for you. 1887-1997  Junior partner, Abogadas

I look forward to talking to you. I am

: § comerciales, Caracas, Venezuela
sure that we will be able to agree a final il

version of the contract that satisfies the Skills
requirements of both our companies. Wide knowledge of commercial law under
Best regards different legal systems
Chang Ming BGood self-starter; like warking on my own
Director, Legal department, Sinophone Native Spanish speaker, fluent English
g . . Qualifications
53.3 1 find enclosed 5 is to confirm that SR ;
2 Thank you for 6 acknowledge 1986-1887 Master's in international

commercial law from University of Bristol, UK
3 look forward to 7 Ilook forward 1983-1988

£ A5 1 entionsd Degree in Law from University

of Caracas
Over to you (sample answer) Personal details
Dear Mr Bronowksi DoB: 18 April 1965
Thank you for letting me have the final Interests
changes to the design of our new Samba, baseball, sailing
brochure, as we discussed. This is to it
confirm that all the managers here have :
looked at the new brochure, and we like 55.1 1 arranged / set up / fixed
this new version much better than the old 2 to bring forward the meeting / the
one. This is also to confirm that you can meeting to be brought forward
go ahead and print 10,000 copies. 3 put back / put off / postponed
Delivery should be to our headquarters 4 put back / put off / postponed
here in Cologne. Thank you for all your | .. 5 chaired / ran
work on the brochure. 6 did not attend / missed
I look forward to a long and fruitful
cooperation between our two companies. 552 1 AGM
Yours sincerely 2 brainstorming
Kurt Roppel 3 department/departmental meeting
4 meeting with suppliers
b4.1 1 Experience 4 Personal details : 5 chat
2 Skills 5 Interests 6 meeting with a customer
3 Qualifications 7 project meeting
: 8 EGM or AGM
54.2 1 am writing with reference to 9 board meeting
2 attached
3CV 5563 1¢ 2f 3¢ 4a 5d 6b
4 relocate
5 that you mention Over to you (sample answer)
6 look forward to hearing In my organization, I go to monthly sales

meetings with the other sales people, to
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56.1

56.2

57.1

57.2

discuss our results for the month, These are
quite useful, as I can see how much 'm
selling in relation to my colleagues.

1 true 5 true

2 false 6 false

3 true 7 false

4 false

1 takes 5 move on
2 appoints 6 avoid

3 circulate 7 agree

4 allocate

Over to you (sample answers)

e I think Pm quite good at chairing
meetings because people feel that I give
everyone an equal opportunity to speak
and the decisions we take are based on a
full discussion of the facts.

e What I find annoying in meetings is
people who don’t stick to the point and
people who talk too much — they’re
often the same people!

1 |How about you?
What el
2 called
Pve |organized |this meeting to ...
arranged
3 |Let’s |begin, shall we?
get down to business.
get started.
make a start.
4| The - objective pf this meeting
purpose |is to ...
5 looks .
It to me as if ...
seems

1c¢ 2a 3b 4 e 5d

Over to you (sample answers)

¢ In my organization, people are free to
express their feelings.

e People at every level are encouraged to
express their feelings and opinions — the
management is very interested in what
they have to say.

58.1
58.2
58.3

59.1

59.2

¢ Even the opinions of new employees are
highly valued.

1 ef 2g4 3ad 4kmn

1d 2a 3f 4e 5¢ 6b

1 That’s ridiculous. We need to stay in the
creative heart of London.

"2 That’s absurd. We would lose employees

to our competitors if we cut salaries.

3 Of course not. Everyone in the company

~ works hard.

4 I'm sorry, but that’s out of the question.
Some of the accommodation is really bad.

5 I'm afraid I can’t agree with you there.
People need to get away from their
offices sometimes.

6 1 don’t really agree. Other advertising
agencies are doing well, despite the
economy.

7 1 can’t go along with you there. The
agency is at its most creative right now.

Over to you (sample answers)

e People are encouraged to disagree — as
long as they are polite to each other. Qur
boss thinks that disagreements can lead
to interesting new ideas, and she thinks
that forcing people to keep quiet makes
potential problems worse.

» No, 'm happy to have arguments if they
resolve problems.

A: If I can just stop you for a moment,
you ...
B: I understand what you’re saying, but

C: To go back to what I was just saying,
there are ...

A: Sorry to interrupt you, but ...

C: Are you suggesting that ...

agreement: yes, agree, come to / reach / find
(an) agreement

disagreement: yes, disagree, have a
disagreement

compromise: yes, compromise, come to /
reach / find (a) compromise

consensus: yes, —, come to / reach / find (a)
consensus
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59.3

60.1
60.2

61.1
61.2

160

1d 2 e

1b 2d 3c¢c 4e 5a

Over to you (sample answers)

In my organization, decisions are imposed
from above. For example, recently we were
told that the company was going to move
its offices from the city centre to the
suburbs, about 20 kilometres away. The
announcement was made without any

discussion or consultation with employees.

61.3

3a 4c 5b

1 confident and relaxed look, speed that

you speak at, visual aids

clear structure

3 No. It can sound formal and stiff.

4 Use phrases such as “What would you
think if ...". Encourage the audience to
ask questions or get them to join in by
looking friendly and smiling. Make eye
contact and don’t stay behind your desk.
Show that you’re enjoying giving your
presentation. .

5 Visit the venue beforehand. Avoid coffee
before you speak. Keep visual aids simple.

6 Enthusing your audience.

7 ‘... if your presentation does not have a
structure, your audience will create its
own.’ (para 2)

N

62.1
62.2

Over to you (sample answers)

o I’'m in research and development, and I
give a lot of demonstrations of the
products we are developing. These can
be to the company’s employees or to
customers.

o A good presenter is someone who knows
their audience and is able to adjust what
they say to the audience. Also,
enthusiasm is good, but it is not enough.
The presenter must know what they are

* talking about.
1b 3e 5d

2a 4 ¢

63.1

1 To begin with, let’s look at the most
basic product in our range.

2 Of course, you will certainly have lots of
questions in relation o the product
specifications of our basic model.

3 That’s all I have time for on product
specifications.

63.2

Business Yocabulary in Use Intermediate

4 Let’s move on to our mid-range model.

5 As this transparency shows, there are two
key features I want to talk about in
relation to our mid-range model.

6 1 think that covers everything on our
mid-range model.

7 Our top-of-the-range product is the third
and most important model I want to tatk
about.

1 No. The presenter says there are two
main areas, and then names three.

2 Yes. The presenter says he/she is going to
sum up and gives his/her reasons.

3 No. The presenter says the presentation
is finished and then says he/she will talk
about something else.

4 Yes. The presenter gives his/her own
opinions and says that there will
naturally be other opinions.

Over to you (sample answers)

o Here in France, presenters tend to dress
quite formally, especially when giving
presentations to people outside the
company: people judge the presenter and
the presentation as part of one ‘package’.

¢ Humour in presentations can be good in
the right context, but if in doubt, it’s
probably better not to use it.

1d 2¢ 4b 5f§

Ja 6 ¢

1¢ 2a 3f 4 5e 6b

Over to you (sample answers)

¢ In Fstonia, gestures are not used much. If
you use too many gestures, people can’t
concentrate on what you're saying. It’s
OK to point using your whole hand, but
don’t point with your fingers.

¢ The most annoying thing is when the
presenter smiles too much. This looks

insincere.

1b 2h 3d 4 c 5 f
6g 7 a
1¢ 2a 3e 4d 5b



63.3

64.1
64.2
64.3

65.1
65.2

1 bargaining ploy

2 bargaining power

3 bargaining process

4 collective bargaining / pay bargaining /
wage bargaining

5 bargaining chip / bargaining tool

6 bargainer

Over to you (sample answers)

¢ [ sometimes have to negotiate with
suppliers of equipment. I quite like this —
it’s interesting to see how we reach
agreement on prices, quantities, etc..and to
see how each side’s requirements are met.

* A good negotiator is someone who can
keep an objective view of the overall
situation, while being sensitive to and
aware of the priorities and goals of each
side.

1f 2e 3b 4 ¢ 5d 6 a
1c 2d 3b 4 e 5f 6 a
1e 2 f 3b 4 c 5d 6 a

Over to you (sample answers)

e A business person visiting India should
not be surprised if there is a lot of small
talk before the beginning of the actual
negotiation. People want to get to know
the contacts that they are dealing with.

e Don’t be surprised if questions can be
quite personal — about your family,
children, and so on.

1b 2c¢ 3d 4f 5e 6a

1 If you offer more flexible payment
conditions, we will be able to pay a
higher price.

2 As long as you guarantee increased fuel
economy, we could consider paying
€25.5 million per unit.

3 On condition that you sign the
agreement today, we will start delivering /
to deliver the planes in July.

4 Supposing that you send us your personnel
for training, we may be prepared to add
special features to the planes that you order.

5 Provided (that) / Providing (that) you
accept our conditions, we might agree to

work with you in the future.

65.3

65.4

66.1

66.2

66.3

2 Unless you consider our particular
requirements, we will end these
discussions.

3 Unless you can deal with our order as a
priority, we will cancel it.

4 Unless you are able to offer more
environmentally friendly versions, we
will go to see your competitor.

5 Unless you stop using unfair techniques,
we will break off negotiations.

) .
1 concessions
2 trading

3 trade-off
4 concede

Over to you (sample answers)

o There are some negotiations where the two
sides are unequal and win-win is difficult.
For example, the owner of a house or flat
who wants to rent it out in a recession
may have to accept a much lower rent
than the one they originally wanted.

o I needed to make concessions when I went
to my boss to ask for a rise. I had to accept
much less than I originally asked for!

1 true 5 true
2 false 6 false
3 true 7 false
4 false

1 binding

2 commercial

3 binding / legally binding

4 oral / verbal

5 employment
2 f 5d

1a Je
6 h 7c

8b

4g

Over to you (sample answers) .

e I would try to drive a hard bargain with
a car salesman who has a lot of unsold
cars in stock. ’

e I would try to resolve seemingly
irreconcilable differences by allowing a
cooling-off period, where the two sides
would have time to think about their
position and any concessions they might
be willing to make.
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abandon a market /2'b&ndon o
ma:kit/ 20

absurd /ob's3:d/ 58

academic qualifications
/eeko,demik kwolif1'keifonz/
51

accept /ok'sept/ 3

accessible /ok'sesobl/ 44, 45

account /o'kaunt/ 29, 31, 35

account balance /2'kaunt
Jbelonts/ 35

accountancy (BrE) /a'kauntontsi/
31

accountancy firm /o'kauntantsi
f3mm/ 31

accountant /o'kauntant/ 31

accounting /2'kauntiy/ 31

accounting rules /2'kauntip
ru:lz/ 31

accounting standards /2'kauntiy
,stendadz/ 31

accounts payable (AmE)
/s, kaunts 'perobl/ 29

accounts receivable (AmE)
/o kauvnts r1'sizvobl/ 29

accurate record /,&kjurat
'reko:d/ 56

acknowledge /ok'nolid3/ 53

acquire /o'kware/ 34

acquire experience /3, kwaror
1k'sprorionts/ 4

acquisition / @kwr'zifon/ 34

action point /'&k fon ,pomnt/ 56

address book /o'dres buk/ 52

admin /'2dmin/ 6

administration
/eed,mint'streifon/ 6

administrative staff
/eed'ministrativ sta:f/ 6

administrator /od'ministreits/ 33

advance /od'va:nts/ 39

advertise /'&dvotarz/ 25

advertiser /'&dvotaiza/ 25

advertising agency /'zdvetaizig
.erdzontsi/ 25

advertising campaign
['edvatarziy kem,peimn/ 25

advise the sender /ad,vaiz &3
‘'senda/ 53

aerospace /'earauspeis/ 13

affirmative action (AmE)
/a,f3:moativ '&kfon/ 8, 41

affirmative action program
(AmE) /5,f3:mot1v '&kfon
,prougrem/ 41

agenda /o'dzendo/ 56

AGM (annual general meeting)
(BrE) /,e1dsii'em/ 55

agree /o'grii/ 58

agree about /2'gri: 9,baut/ 59

agree on /3'gri: on/ 59 -

agreement /o'grirmont/ 59

ahead of schedule /ohed ov
'fedjuil/ 42

ailing /'e1liy/ 33

All the best /o:1 32 'best/ 52

alliance /a'latons/ 34

allocate /'zlokeit/ 56

amortization /5,mo:t1'zeifan/ 30

amortize /o'mo:tarz/ 30

analytic thinker /&no,litik
'‘Oigka/ 54

annual /‘2njual/ 31

annual general meeting (AGM)
(BrE) /'znjual 'dzenoral
'miztig / 55

annual meeting (AmE) /'&njual
'miztig / 55

annual report /,&njual r1'po:t/
31

applicant /'aplikant/ 3

application form / &plr'keifon
form/ 3

apply for /a'plar fo:/ 3

apply for a personal loan /5, plat
for 2 pasonal 'leun/ 35

appoint /3'point/ 3

approachable /o'praut [obl/ 44,
45

arbitration /,a:br'treifon/ 66

arbitrator /‘a:bitrerta/ 66

area code /'eario kaud/ 47

arrange a meeting /2'reind3 o
miztig/ §$

as long as /oz loy 22/ 65

assembly line /o'sembli lain/ 16

asset /'‘&set/ 12, 30

attach /o'taetf/ 51, 52

attached /o'taett/ 52

attachment /o'teet fmont/ 51, 52

attend a meeting /a'tend 2
mi:ti/ §5

attitude to time /,@titju:d tu:
'tarm/ 64

auction site /'a:k fon sait/ 26

audit /'o:dit/ 31

auditor /'o:dito/ 31
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authoritarian /,5:0or1'teorion/ 44

automobile (AmE) /'o:tamabi:l/
13

available /o'veilobl/ 49

axe (verb) /a&ks/ 39

background /'bakgraund/ 3, 54

backhander (BrE) / bak'hends/
40

bad debt /beed 'det/ 29

bad working environment /bad
'watkip m,varronmont/ 8

bail out /beil 'aut/ 33

balance of payments / balonts
ov 'permoants/ 38

balance sheet /'belonts [i:t/ 30

ban (verb) /ben/ 40

bank /beegk/ 35

bank holiday / benk 'holider/ 46

bar (verb) /ba:/ 40

bargain (noun) /'ba:gin/ 66

bargain (verb) /'ba:gin/ 63

bargainer /'ba:gina/ 63

bargaining chip /'ba:ginig ,tf1p/
63

bargaining ploy /'ba:gmiy plor/
63

bargaining point /'ba:ginig
pomt/ 63

bargaining position /'ba:ginip
pa,zifon/ 64

bargaining power /'ba:ginig
paua/ 63

bargaining process /'ba:ginig
Jprouses/ 63

bargaining tactic /'ba:giniy
taektik/ 63

bargaining tool /'ba:ginig tu:l/
63

barrier /'beerio/ 37

basic /'bersik/ 23

basic salary / beisik 'salori/ S

bee / bizsiz'siz/ 52

be in touch / bi: 1n 'tatf/ 51

bear market /'bea mazkit/ 37 ~

bearish /'beor1f/ 37

become stressed out /bikam
strest 'aut/ 43

behind schedule /b1, haind
'fedjuil/ 42

belief /br'li:f/ 45

benchmarking /'bent f, ma:kiy/
18

benefit /'benifit/ 21



benefits package /'benofits
Jpaekidz/ 5

Best /best/ 52

best practice /,best 'preektis/ 18

Best regards /best r1'ga:dz/ 52

Best wishes /best ‘wif1z/ 52

beta version /'biito ,va:3on/ 14

bid /bid/ 26

big business /big 'biznis/ 11

bilingual /bar'liggwal/ 54

billing /'bilry/ 29

binding /'baindiy/ 66

bleed red ink /bli:d ,red 'mk/ 31

blog /blog/ 26

blue chip /'blu: tfip/ 37

board /bord/ 9

board meeting /'bo:d mirtig/ 55

boardroom /'bo:drum/ 9

boardroom row /,bordruim 'rav/
5

body language /'bodi lepgwids/
64

bond /bond/ 32, 36

bonus /‘baunas/ 5

bonus payment /'baunas
,permont/ 42

book value /'buk ,veelju:/ 30

booking (BrE) /'bukin/ 47

bookings line (BrE) /'bukigz lain/
47

book-keeper /"bukkizpa/ 31

boom /buim/ 39

boom and bust /,buim sn 'bast/
39

boring /'borrig/ 2

born leader /bo:n 'lizdo/ 44

borrower /'boraua/ 32

borrowing /'boraury/ 32

boss /bos/ 9

bottom line /,botom 'lam/ 31

bottom out /,botom ‘aut/ 39

bottom-end /,botom'end/ 23

boundaries between work and
private life /baundriz bitwim
w3tk on 'prarvit laif/ 46

brainstorming /'brem,stomir/
55

branch /bra:ntf/ 35

brand /braend/ 22, 30

brand awareness /braend
o'weonos/ 22

brand identity /breend ar'dentiti/
22

brand image /breend 'imid3z/ 22

brand manager /'breend
;manidza/ 22

brand name /'breend neim/ 15,
22

brand recognition /breend
rekag'nifon/ 22

branded /'braendid/ 22

branding /'breendig/ 22

breach /brizt [/ 41

break down /,breik 'daun/ 66

break even /,breik 'itvon/ 28

breakdown/'bretk daun/ 43

breakthrough /'bretk6ru:/ 15

bribe (noun) /braib/ 40

bribery /'braiberi/ 40

bring forward a meeting /,briy
'forwad o mitig/ 55

broker /'brauke/ 36

budget for /'bad3it fo1/ 28

bug /bag/ 14

build up /bild 'ap/ 33

building society /'bildig so,saroti/
12,35

bull market /'bul ma:kit/ 37

bullish /'bulif/ 37

bullish sentiment /'bulif
\sentimont/ 37

bully /'buli/ 8

bullying /'buli/ 8

bureaucracy /bjua'rokrasi/ 11

bureaucratic /,bjuera‘kreetik/ 11,
44

burn out /'bain aut/ 43

business /'brznis/ 11

business card /'biznis ka:d/ 51

business contact /'biznis
Jkontakt/ 51

business culture /'biznis kaltfo/
45

business empire /'biznis ,empara/
10

business leader /'biznis lirdo/ 10

business year /,biznis 'jia/ 31

businessman /'biznismon/ 10

businessperson /'biznispa:san/ 10

business-to-business (B2B)
/biznista'biznis/ 26

business-to-consumer (B2C)
/brznistokon'sjuima/ 26

business-to-government (B2G)
/ biznista'gavonmant/ 26

businesswoman /'biznis, womon/
10

busy /'bizi/ 48

buyer /'bara/ 18, 19

buying manager /'banm
,meenidza/ 19

by return /bar r1'tain/ 53

CAD/CAM /kedkem/ 14, 16

calendar (AmE) /'keelinda/ 42

call (verb) /koil/ 47, 53

call back /ko:l 'baek/ 48

call centre (BrE) /ko:l 'senta/ 13,
24, 35,47

call off a meeting /ko:l 'of o
miztig/ §5

call up /ka:l 'ap/ 14, 47

cancel a meeting /'kentsal o
miitig/ 55

candidate /'kendidat/ 3

capacity /ka'peesiti/ 16

capital /'keepital/ 17, 32

capital market / keepitol ‘ma:kit/
36

captains of industry / keptinz ov
'indastri/ 10

car (BrE) /ka:/ 13

carbon emissions / karban
o'mifonz/ 41

carbon footprint / karben
'futprint/ 41

carbon offset / kaiban 'pfset/ 41

carbon-neutral / ka:bon'nju:tral/
41

career goal /ko'r1o goul/ 54

career ladder /ko'r1o |leds/ 7

career path /ka'r1o paid/ 7

cash cow /'kaf kau/ 28

cash mountain /'kaJ mauntin/
33

cash pile /'’keef pail/ 33

cashflow /'kaefflou/ 29

catalogue /'keetolng/ 18

catering /'kertoriy/ 13

cc /sit'sit/ 52

cease trading /,si:s 'trerdig/ 33

cellphone (AmE) /'selfeun/ 47

cellular phone (AmE) /,seljolo
'feun/ 47

CEO (chief executive officer)
/,sitiz'ou/ 9

CFO (chief financial officer)
/ sizef'au/ 9

- chain store /'tfemn stoy/ 24

chair (noun) /'tfea/ 56

chair a meeting /'t fear o mi:tip/
55

chairman /'tfesmon/ 9, 56

chairperson /'t feap3isen/ 56

chairwoman /'t fea,wuoman/ 9, 56

challenging /'t feelind31y/ 43

change hands /,t feind3 'hendz/
37

charge (noun) /tfa:ds/ 30, 35

charge (verb) /tfa:ds/ 23

Business Vocabulary in Use Intermediate 163



164 -

charisma /ka'rizma/ 44

charismatic / kariz'maetik/ 44

charity /'tfariti/ 12

chase an invoice /,tfers an
'ivois/ 29

chat (noun) /tfat/ 55

cheap /tfitp/ 23

chief executive officer (CEO)
/tfirf 1g,zekjutiv 'pfiss/ 9

chief financial officer (CFO)
/tfi:f far'nenfal ,ofisa/ 9

chief operating officer /t[i:f
'ppareitiy ,ofiso/ 9

child labour /tfaild 'letba/ 41

Chinese walls /,tfaini:z ‘'wozlz/
40

churn out /'tf3n avt/ 16

circulate /'sa:kjulert/ 56

the City /0a 's1ti/ 36

clearly /'klrali/ 60

client /'klarent/ 19

client base /'klaront bers/ 19

clientele /,kliron'tel/ 19

climate change /'’klammat
tfemds/ 41

clinch a deal / klintf o 'di:l/ 66

clock in /Kklok '/ 2

clock off /klok 'f/ 2

clock on /kipk 'on/ 2

clock out /klok 'aut/ 2

close (noun) /klouz/ 37

close a deal /klouz 5 'dizl/ 66

close down /klauz 'daun/ 37

close up /klouz 'Ap/ 37

co-creation / koukri:'erfan/ 18

code of conduct / kaud av
'kondakt/ 41

code of ethics / koud av 'eBiks/
41

cold call /kould 'ko:l/ 24

collaboration /ka,leeba'retfon/
18

collaborative site /ka,leebarativ
'sait/ 26

collapse (noun) /ka'leps/37

collapse (verb) /ka'leeps/ 33

collateral /ka'letaral/ 32

collective bargaining /ko lektrv
'bargmiy/ 63

collectivism /ko'lektivizem/ 46

collectivist /ka'lektivist/ 46

come to (an) agreement /,kam
tu: (on) o'gri:mant/ 59

command and control /ka,ma:nd
on kon'troul/ 44

commerce /'komats/ 11

commercial (adj) /ke'ma:fal/ 11

commercial paper /ko,ma:fal
'pe1po/ 36
commission /ka'mifon/ 5, 26
commodities exchange
/ka'mpdatiz 1ks,t fends/ 36
commodity /ka'mpdati/ 36
commute /ko'mjut/ 2
commuter /ka'mjuita/ 2
company /'kampani/ 11
company car /,kampani 'kai/ 5
company culture / kampani
'kaltfaf 45
company doctor / kampaoni
'dokta/ 33
company hierarchy / kamponi
‘harerazki/ 7
company pension scheme
/ kampani 'penfon skixm/ 35
compensation /,kpmpen'se1fan/
5
compensation package
/kompen'serfon peekidz/ 5
compensation payment
/ kompen'se1fon ,permant/ 5
compete /kam'pit/ 20
competition / kompa'tifan/ 20,
25
competitor /kem'petita/ 20
completion /kom'pli:fon/ 42
component /kom'paunent/ 17
compromise /'’kpmpramaiz/ 59
computer hardware /kem,pju:to
'hardwea/ 13
computer software /kam,pjuita
'spftwea/ 13
computer-aided design and
manufacturing
/kam,pjuitorerdid di'zain
an menjo'fekt foriy/ 16
computer-assisted design and
manufacturing
/kem,pjustarasistid di'zamn
on manja'fekt forip/ 16
computer-literate
/kem,pju:ta'litarat/ 4
concede /kon'si:d/ 65
concern /kan's3in/ 11
confident look /,konfident 'luk/
60 .
confidential / konfr'dent fal/ 62
confidential information
/konf1,dent fal info'merfon/ 53
confirm /kan'f3:m/ 53
conglomerate /ken'glomerat/ 34
connection /ko'nekfon/ 46
consensual /,kon'sensual/ 44
consensus /kon'sentsas/ 44, 59
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consolidation /kan,spli'de1fon/
34

construction /kan'strakfon/ 13

consultation / konsal'teifan/ 44

consumer /kan'sjuima/ 19

consumer durables /kan,sjuima
‘djusrablz/ 22

consumer goods /kan,sjuimo
'gudz/ 22

contact details /'kontakt
(diztenlz/ 51, 52

contact information /'kpntakt
mfa,meifan/ 52

contract (noun) /'kontrakt/ 63,
66

contract dispute /'kontraekt
di,spjuit/ 63

contractor /kon'traekta/ 7

contribution / kontrr'bju:fen/ 35

convenience store /kan'vinionts
stoi/ 24

conversational rules
/konva,seifanal 'ru:lz/ 64

cooling-off period / ku:lm'of
\proriad/ 66

copy in on /'kppi In ,on/ 52

copyright /'kppirait/ 15

copyright infringement / kppirait
m'frindzmont/ 15

cordless /'ko:dlas/ 47

cordless phone /'ko:dles faun/
47

core activities / ko &k'tivitiz/
34

corner a market /'komna o
ma:kit/ 20

corporate /'koperat/ 11, 41

corporate culture / koiparat
'kaltfo/ 11, 45

corporate social responsibility
(CSR) /,kazparat ,seufal
risponsr'biliti/ 41

corporation / korpar'eifon/ 11,
12

corrupt (adj) /ka'rapt/ 40

corruption /ko'rapfon/ 40 -

cost /kost/ 42

cost of goods sold / kost av
gudz 'sauld/ 27

cost-effective / kostr'fektiv/ 16

costing /'kostip/ 27

costings /'kpstmz/ 27

costs /kpsts/ 27

counterfeit /'kauntofit/ 40

counterfeit notes / kauntafit
'nauts/ 40

. counterfeiting /'kauntofitin/ 40



counter-offer /'’kauntar,pfo/ 65

counter-proposal
/'kauntapra'pauzel/ 65

country-code /'’kantri koud/ 47

courier /'kurio/ 51

course /kas/ 4

cover /'kave/ 61

cover a lot of ground / kaver o
Iot ov 'graund/ 55

cover an item /,kavar on 'artom/
56

cover letter (AmE) / kava 'leto/
3

covering letter (BrE) / kavari
Teta/ 3

craft industry /'kra:ft ;mdostri/
16

crash (noun) /kref/ 37

creative accounting /kriz,ertiv
o'kauntin/ 31

credit card /'kredit kard/ 35

credit card company /'kredit
ka:d kamponi/ 35

credit crunch /'kredit krantf/ 35

credit policy /'kredrt ,polisi/ 29

creditor (BrE) /'kredito/ 29, 33

cross-promotion
/ krospra'maufon/ 25

CSR (corporate social
responsibility) / sizes'ar/ 41

cultural difference / kalt [oral
'difaronts/ 45

cultural dimension / kalt faral
dar'menfon/ 45

culture /'kaltfo/ 45

currency /'karentsi/ 36

current account (BrE) /'karont
9,kaunt/ 35

current assets /karont 'esets/ 30

current liabilities /karant
laxa'bilitiz/ 30

curriculum vitae (CV) (BtE)
/ka rikjulom 'virtar/ 3

custom-built / kastom'bilt/ 18

customer /‘kastoma/ 19, 24

customer base /'kastoms bers/
19

customer needs / kastoms 'ni:dz/
21

customer—supplier negotiations
/'kastoms 'so'plaro
no,gaufi'‘eifonz/ 63

cut (verb) /kat/ 39

cut out the middleman /kat aut
85 'midiman/ 24

cutting edge / katiy 'edz/ 15

CV (curriculum vitae) (BrE)
/,sit'vit/ 3

dangerous machinery
/demd3zaras mo' fimneri/ 8

date of birth (DoB) /,dert av
'baib/ 54

day shift /'dex [ift/ 2

deadlock /'dedlok/ 66

deal (noun) /di:l/ 66

deal with /'dizl wid/ 1

dealer /'dizlo/ 24, 36

debenture /di'bent fo/ 32

debt /det/ 32

debt burden /'det \baiden/ 33

debt crisis /'det kraisis/ 33

debt default /'det di,forlt/ 33

~ debt repayment / det r1'permont/

33
debt rescheduling / det
ri'fedjulig/ 33
debt restructuring /,det
ri'strakt form/ 33
debt servicing /'det ,s3:visig/ 33
debtor (BrE) /'deto/ 29
decentralized /diz'sentrolaizd/ 44
decision making
/di'srzon ;metkin/ 44, 45
decline (noun) /dr'klam/ 37
defence (BrE) /dr'fens/ 13
deference /'deforants/ 45, 52
degree /dr'griy/ 4
delay /di'ler/ 42
delayer /diz'lers/ 7
delayering /diz'lerorm/ 45
delegate (verb) /'deligert/ 44
delegation / deli'ge1fon/ 44
delete /dr'list/ 48, 52
delicate negotiations /'delikat
no,gaufi‘erfonz/ 63
deliver /dr'liva/ 60
demand (noun) /di'ma:nd/ 37,
39, 43
demanding /dr'ma:ndiy/ 2
demerge /dr'ma:dz/ 34
demonstration / deman'strexfon/
60
demote /dr'mout/ 7
demutualization
/diz'mjust fuslaizerfon/ 12
demutualize /di:'mjurt fuslarz/
12, 35
department meeting
/d1,paitmant 'miztig/ 535
department store /di'pa:tmont
stoy/ 24

departmental meeting
/dizpa:t,mental 'mittig/ 55

deposit account /dr'pozit
o kaunt/ 35

depreciate /dr'pri:fiert/ 30

depreciation /di,pri:fi'eifon/ 30

depression /di'prefon/ 39

derivative /di'rivitiv/ 36

design /di'zam/ 15, 21

design defect /dr'zamn di:fekt/
14

design fault /di'zam fo:lt/ 14

designer /dr'zaimno/ 14, 15

develop /di'velop/ 15

developer /di'velopa/ 14, 15

development /di'velopmant/ 15

diary (BrE) /'darori/ 42

dignity at work policy /,digniti
ot ‘wark ,polasi/ 8

digression /dar'grefon/ 56

direct costs / damrekt 'kosts/ 27

direct line /darekt 'lamn/ 48

direct mail /dairekt ‘meil/ 24

direct marketing /darrekt
‘makitig/ 24 :

direct production costs /darrekt
pra'dakfen kosts/ 27

disagree /,disa'griy/ 59

discount (noun) /'diskavnt/ 23,
25,29

discounter /*diskaunta/ 24

discounting /'diskauntig/ 23

discriminate against
/dr'skriminert o,genst/ 8

discrimination /di skrimi'neifon/
41

diseconomies of scale
/dis1 konomiz av 'skeil/ 28

dismiss /dr'smis/ 7

dispatch (verb) /di'spztf/ 29

disposal /di'spauzal/ 34

distance /'distonts/ 46

distant /'distont/ 44, 45

distraction /dr'straek fon/ 42

distribute /d1'stribjust/ 21, 33

distributor /di'stribjute/ 24

dive (verb) /darv/ 39

diversified /dar'vasifaid/ 13

diversify into /dar'vaisifar mtu:/
34

divest /dar'vest/ 34

divestment /dar'vestmont/ 34

dividend /'drvidend/ 32

DoB (date of birth) / direu'bit/
54

dominate a market /'dominett o
;mazkit/ 20
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donate /dou'nert/ 12

donation /dou'nerfon/ 12

don’t hesitate /dount 'hezitert/
51

dot-com bust /'dotkom bast/ 26

downmarket (BrE)
/daun'mazkit/ 23

downscale (AmE) /'daunske1l/
23

downshifter /'daunifta/ 43

downshifting /‘daun(iftig/ 43

downsize /'daunsaiz/ 7

downsizing /‘daunsaizig/ 7

downtime /'dauntaimy 42

dress (verb) /dres/ 62

drive (noun) /drarv/ 44

drive a company out of a market
/'drarv s kamponi aut av 9
,makit/ 20

dull /dal/ 2

dynamism /'damnamizam/ 44

early retirement / 3:i
r1'taromont/ 7

earn /3m/ 5

earnings /'3inipz/ 31, 33

ease /i1z/ 39

e-commerce /,it'’komars/ 11, 26

economic /itke'nomik/ 38

economic indicators /itka,npmik
'indikeitoz/ 38

economic output /itks,nomik
‘autput/ 38

economic problems /itka,nomik
‘problomz/ 38

economical /,itka'nomikal/ 38

economics / izka'nomiks/ 38

economies of scale /1, kpnomiz
av 'skerl/ 18, 28

economy /1'konami/ 13, 38

effective /1'fektiv/ 14

efficiency /1'fifontsi/ 7

efficient /1'fifant/ 17

EGM (extraordinary general
meeting) /,irdzir'em/ 55

electronics /1,lek‘troniks/ 13

eleventh-hour negotiations
/1'levan®,ava no,gaufi‘erfonz/
63 .

email /'izmerl/ 51

email address /'iimeil a,dres/ 51,
52

embezzle /im'bezl/ 40

embezzlement /m'bezlmoant/ 40

emerging industry /1,m3:d3m
‘mdostri/ 13

employ /im'plor/ 3

employee /im'plotit/ 6

employment agency
/im'plormant ,erdzontsi/ 3

empowerment /Im'pavomant/
44

enclosed /in'klauzd/ 53

end-user /endjuiza/ 19

energy /'enadsi/ 44

enter a matket /‘entar o ;mazkit/
20 )

enterprise /'entopraiz/ 11

enterprise culture / entoprarz
'kaltfa/ 11

enterprise economy /,entapraiz
r'konomi /11

enterprise zone /'entopraiz zeurn/
11

enthusiastic /i 8ju:zi'estik/ 60

entrepreneur /,pntrapro'nay/ 10

entrepreneurial
/,ontrepra‘'nairial/ 10

entry-level /'entri level/ 23

environmental issues
/. mvaroron‘mental ,1fuiz/ 41

e-procurement /izpro'kjusment/
26

equal opportunities (BrE)
/itkwal opo'tjurnitiz/ 8

equity /'ekwiti/ 32

establish /1'stablif/ 10

establishment /1'steblifmant/ 10

ethical /'efikal/ 41

ethical investing /,e01kol
m'vestiy/ 41

ethnic minority /,e@nik
mar'noriti/ 41

etiquette /'ettket/ 51

examples and stories
/ig'zarmpalz an stoiriz/ 60

exceptional loss /1k,sepfonal
'los/ 31

exceptional profit /1k,sepfanal
‘profit/ 31

exciting /1k'sartig/ 2

exclusive /1k'skluzsiv/ 23

exec /1g'zek/ 9

executive /1g'zekjutiv/ 9

expenditure /1k'spendit[a/ 28

expenses /1k'spentsiz/ 27

expensive /1k'spentsiv/ 23

experience (noun) /1k'sprorionts/
3

experience curve /Ik'sprorionts
karv/ 28

exploit /ik'splort/ 41

export (noun) /‘ekspo:t/ 38
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extended family /1k,stendid
'femili/ 46

extension /1k'stent fon/ 47, 48

extraordinary general meeting
(EGM) (BrE) /'1kstroa:danori
'dzenaral 'mirtig/ 55

eye contact /'ar kontxkt/ 46

face the audience / fers di
‘ordionts/ 62

fair point /fea 'point/ 62

fake (adj) /fetk/ 15

fake (noun) /feik/ 40

fake (verb) /feik/ 40

fall (noun) /fo:l/ 37

fallback position /'foilbaek
po,zifan/ 64

familiar /fo'milis/ 45

family name /'fzmali ,nemm/ 51

" FAO /efer'au/ 53

fascinating /'fesmertiy/ 2

fast-moving consumer goods
(FMCG) Afaistmu:vig
kon,sjuims 'gudz/ 22

fat cat /'feet keet/ 5

fax cover sheet /'feeks kava | fist/
53

feature (noun) /'fistfa/ 21

feel /fitl/ 60

fend off /fend 'of/ 34

field /fizld/ 62

field trial /'fizld trarol/ 14

fierce competition /'fros
kompa,tifon/ 20

file for bankruptcy protection
/ fail fa 'begkraptsi
pra,tek[on/ 33

finance (noun) /'famnents/ 38

finance (verb) /'famnants/ 17

finances /'fainentsiz/ 38

financial far'nznt fol/ 38

financial centre (BrE)
ffar,nepfal 'senta/ 36

financial crime /far,nanfsl
'kraim/ 40

financial institution /fa1,nan ol
Jnstr'tju:fon/ 35, 36

financial market /far,nenjfol
'makit/ 36

financial problems /far,nanfal
'‘problomz/ 38

financial product /far,nenfal
'prodakt/ 35, 36

financial reporting /far,nanjal
ri'poitiy/ 31

financial results /far,naenfol
rr'zalts/ 31



financial services /far,nznfol
'sarvisiz/ 13

financial year /fa1,nenfal 'jio/
30, 31

find (an) agreement/ faind (an)
o'griimont/ 59

fine (verb) /famn/ 40

finish on time / finif on 'tarm/
56

finished goods /finifd 'gudz/ 17,
22

fire (verb) /fara/ 7

fire hazards /'faro ,haezodz/ 8

firm ff3mm/ 11

first aid /,fa:st exd/ 8

first name /'f3:st nerm/ 51

first thing/ fa:st 'Om/ 48

first-half results / faistha:f
r'zalts/ 31

fiscal year /'fiskol ,jio/ 31

fix a meeting /'fiks 2 mirtip/ 55

fixed assets /fikst 'esets/ 30

fixed costs /'fikst kosts/ 27

flatter (adj) /'fleta/ 7

flexibility / fleks1'brlrti/ 7

flexitime (BrE) /'fleksitarm/ 2

flextime (AmE) /'flekstaim/ 2

float /flout/ 36

flotation /flou'terfon/ 36

FMCG (fast-moving consumer
goods) /,ef'em,si'gi/ 22

focus group /'foukes grurp/ 14

follow the etiquette/ foleu i
'etiket/ 51

food processing /fu:d
prousesiy/ 13

foreign exchange/,forin
1ks't femndz/ 36

forge /'fordz/ 40

forgery /'fordzori/ 40

form of address /form av o'dres/
45

formality /for'meeloti/ 52

forward /'forwad/ 52

found /faund/ 10

founder /'faunda/ 10

the four Ps /39 for 'pitz/ 21

franchise /'freent farz/ 24

franchisee/ freent far'zii/ 24

franchisor /'freent fa1zo/ 24

fraud /fro:d/ 40

fraud squad/'fro:d skwod/ 40

free enterprise /frix 'entoprarz/
11

free gift /fri: 'gift/ 25

the free market /s fri: 'mazkit/
19

free sample /fri: 'sazmpal/ 25
freelance (adj) /'frizlamnts/ 12
freelance (noun) /'fritlants/ 7
freelancer /'frizla:ntsa/ 7
freephone number /'fri:foun
,nambo/ 47
friendly bid / frendli 'bid/ 34
fringe benefits/ frind3 'benafits/
5 .

full-time job/ fultarm 'dzpb/ 1

fundraising /'fand,re1ziy/ 12

future-proof /'fjurt fopru:f/ 15

futures contract /'fju:t foz
kontrekt/ 36

fwd /'forwad/ 52

gain/gem/ 37

Gantt chart/'gent tfat/ 42

GDP (gross domestic product)
/ dzixdir'piz/ 38

GDP per capita /d3i:diz,pi: p3:
'kepito/ 38

gearing (BrE) /groriy/ 32

generic product /dze,nerik
‘prodakt/ 22

generics /d3a'neriks/ 22

gesture /'dzest fo/ 46

get back in touch/get bk mn
tatf/ S0

get back to someone /get 'baek
to samwan/ 48, 51

get down to business/get ,daun
to ‘brznis/ 57

get off the point/ get of 3o
‘pomt/ 56

get out of a market/get 'aut av
o makit / 20

get the ball rolling/get 8o ba:l
'rouly/ 57

give someone a bell (BrE)/,grv
samwan o 'bel/ 47

give someone a buzz (BrE)/ grv
samwan 2 'baz/ 47

give someone a call (BrE)/ giv
samwan 2 'koil / 47

give someone a ring (BrE)/ grv
SAmMwWAN 3 'rigy/ 7

give someone the sack (BrE)/grv
samwan 89 'saek/ 47

glass ceiling/glazs 'sizly/ 8

global warming/ glaubal
'wormiyg/ 41

glut/giat/ 16

GNP (gross national product)
/,dzizen'piy/ 38

go along with /gou o'lon w1/ 58

go bankrupt/gou 'baenkrapt/
12,33

go bust/gau 'bast/ 33

go into administration/,gou
mtu: od'ministrerfon/ 33

go into liquidation/,gou mta
Iikwi'deifony/ 33

go into receivership/,gou mto
ri'sitvafip/ 33

go into the red/ gou mto do
'red/ 35

go out of business/ gau aut av
‘biznis/ 33

go overdrawn/,gou suva'drom/
35

go public/gou 'pablik/ 36

going concern/,gaury kon'sain/
30

good organizer /,gud 'o:gonaizo/
56

good timekeeper /, gud
‘tarmkirpa/ 56

good with /'gud w1d/- 4

goodbye /gud'bay/ 46

goods/gudz/ 16, 17,22

goodwill /gud'wil/ 30

go-slow/ gau'slou/ 6

government-owned company
/gavenmont,aund 'kamponi/
11

graduate (noun)/'greedzuwat/ 4,
54

graduate from/'gredzuwert
from/ 4

green issues /'grin 1fuiz/ 41

greeting /'grirtiy/ 46, 48

gross domestic product (GDP)
/graus do,mestik 'prodakt/ 38

gross margin/,graus ma:d3im/
27

gross national product (GNP)
/graus ,na&fnal 'prodakt/ 38

gross profit/graus 'profit/ 31

group discussion/ gruzp
dis'kafon/ 3

grow /grau/ 10, 38

growth/grav@/ 38

growth industry /'grauf mdostri/
13

growth rate/'grouf rext/ 38

halve /harv/ 18

hand in your notice/ hand m jo
'noutis/ 7

handle (verb)/handl/ 17

hand-made/'hendmerd/ 16
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hang up /hzy 'ap/ 48

harass /'haras/ 8

hard /ha:d/ 2

have a disagreement about /hav
o disa'grimant sbaut/ 59

hazardous substances / hazadas
'sabstantsiz/ 8

head (noun) /hed/ 9

head (up) /hed (ap)/ 9

head office / hed 'of1s/ 6

headhunt /'hedhant/ 3

headhunter /'hed,hanta/ 3

headhunting /'hed, hantig/ 3

headquarters (HQ)
/hed'kwortaz/ 6

health and safety inspector / held
an 'seifti mn,spekta/ 8

health and safety issue / helf an
'serfti ,1fuy/ 8

health plan /'hel® plen/ 5

healthcare /'helfkea/ 13

heating and air-conditioning
/*hiztip an ,eakon'difoniy/ 8

heavy industry / hevi 'indostri/
13

helpline /*helplam/ 47

hierarchical / hara'rarkikal/ 45

hierarchy /'harerazki/ 51, 64

high finance /har ‘famnants/ 38

high power—distance culture /har
pauo'distonts kaltfa/ 45

high turnover /har 'tamauva/ 37

high-end /har'end/ 23

highest bidder /hanst bida/ 26

highly geared / haili 'grod/ 32

highly leveraged / haili
lizvoridzd/ 32

highly skilled / hali ‘skild/ 4

high-priced /har'prast/ 23

hire (verb) /haro/ 3

hi-tech / har'tek/ 15

hold (verb) /hould/ 48

hold shares /hauld 'feaz/ 32

holding /'hauldiy/ 41

holding in a company /'hauldiy
m 2 kamponi/ 34

holiday (BrE) /'holider/ 46

horse-trading /'ho:streidin/ 65

host /haust/ 26

hostile bid / hostail 'bid/ 34

hotline /'hptlamn/ 47

household goods / haushauld
‘gudz/ 13

HQ (headquarters) / ext 'k juz/ 6

HR (human resources) / ext {*a:/
6

HRD (human resources
department) / ext fa:'diz/ 6

HRM (human resource
management) / et fa:'em/ 6

human resource management
(HRM) /,hjuzman r1'zo:s
manidzmant/ 6

human resources (HR)
/hjurmon r1'zoisiz/ 6

human resources department
(HRD) /,hju:mon r1'zo:siz
di,pa:itmont/ 6

human rights / hjurman 'raits/
41

humour (noun) (BrE) /hjuima/
46

hypermarket /'haips,mazkit/ 24

idea /ar'dra/ 60

identity theft /ar'dentiti Beft/ 40

illegal downloading /1 lizgal
‘daunloudin/ 15

immediate family /i mi:diot
'femoli/ 46

impasse / 'impas/ 66

import (noun) /'rmpo:t/ 38

impose /im'pauz/ 44, 66

in charge of /in 't fa:d3 av/ 1

in stock /in 'stok/ 17

in the black / in 35 'blek/ 31, 35

in the red /1n 8o 'red/ 31

inbox /'mboks/ 52

Inc (incorporated) /ipk/ 12

income statement (AmE)
/'mmkam stertmant/ 31

incorporated (Inc)
/m'karparertid/ 12

indebtedness /in'detidnas/ 32

index /'indeks/ 37

indirect costs /,indairekt kpsts/
27

individual savings account (ISA)
(BrE) /ind1,vidjuzal 'servipz
okaunt/ 35

individualism /,indr'vidjuslizom/
46

individualist / indr'vidjuslist/ 46

industrial /i¥dastrial/ 13

industrial accident /in dastriol
'zksidont/ 8

industrial action /in,dastrial
‘zkfon/ 6

industrial buyer /i, dastrisl
‘bara/ 19

industrial goods /in,dastrial
‘gudz/ 22

industrial robot /i, dastrial
‘raubot/ 16

industrial scale /in,dAstriol
'skerl/ 14
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industrial secret /in,dastrial
‘sitkrat/ 18

industrialize /in'dastriolaiz/ 13

industry /'idostri/ 13

inflation /in'fle1fon/ 38

inflation rate /in'fle1fon rert/ 38

inflationary /in'fleifonori/ 38

information line /infa'meifan
Jain/ 47

in-house /,m'hauvs/ 7, 17

in-house training /in,haus
'tremnin/ 4

initial public offering /1,nifal
pablik 'ofariy/ 36

initiative /r'nifotrv/ 44

innovate /'mauveit/ 15

innovation /,mau'veifon/ 15

innovative /'movativ/ 15

innovator /'mauveita/ 15

. in-person survey /in,p3:san

'sarver/ 14

input (noun) /'mput/ 17

insider dealing /in,sarda' di:lip/
40

insider trading /in saida’ trerdin/
40

insolvent /in'splvant/ 33

insurance policy /' fa:rants
,polisi/ 35

intangible assets /i taend3zibl
‘esets/ 30

intellectual property
mtalektjual 'propati/ 15

intended recipient /in tendid
rr'sipiant/ 53

intense competition /in'tens
kompo, tifon/ 20

intense negotiations /in tens
na,gaufi'erfonz/ 63

intensive negotiations /in tensiv
na,gaufi'erfonz/ 63

interest /'intrast/ 32, 35, 54

interest in a company /'intrast
m 3 kamponi/ 34

interest rate /'introst rert/ 35

interested in /'ntrastid 1/ 60

interesting /'intrastiy/ 60

internet banking / intanet
"baepkiy/ 35

internet seller /'intonet selo/ 26

internet selling /mtanet ,seliy/
26

interrupt / ints'rapt/ 59

interruption / inta'rapfon/ 42

interview (noun) /'mtavju:/ 3

invent /in'vent/ 15

invention /in'vent fon/ 15

inventor /m'vento/ 15



investment /in'vestmont/ 32

investment company
/m'vestmoant kamponi/ 35

investor /m'vesto/ 32, 36

invoice (noun) /'mvors/ 29

invoicing /'mvoism/ 29

involved /in'volvd/ 60

ISA (individual savings account)
(BrE) /'a1so/ 35

issue (verb) /'1fuz/ 32, 36

job insecurity /,dzob
ms1'kjuariti/ 7

job offer /'dzpb ,ofo/ 3

job title /'d3pb ,tartl/ 51

(the) jobless /35 'dzpblos/ 38

jobs website / dzpbz 'websart/ 3

join /dzom/ 3

joint account /,dzomnt o'kaunt/
35

joint venture / dzomt 'vent fo/
34

jump (verb) /dzamp/ 39

junk mail /'dzapk meil/ 24

just-in-time /,dzastin‘tarm/ 17

keep things moving / ki:p 6z
'‘muvig/ 55

key account /kir o'kaunt/ 29

key area / ki: 'eorio/ 61

key player /kiz 'plera/ 20

kick off /kik 'nf/ 57

kickback /'kikbaek/ 40

knowledge /'nplidz/ 17

labor union (AmE) /'letbo
,juznion/ 6

laboratory /lo'boratri/ 14, 15

labour (BrE) /'lerba/ 6, 17

labour costs /'lerbo kpsts/ 6

labour dispute /'lerbs drs,pjuzt/
6, 63

labour leader /'lerba lizdo/ 6

labour relations / lerba
ri'lerfonz/ 6

labour shortage /'lerbo fa:trdz/
6, 38

labour unrest / lerbar an'rest/ 6

labour-intensive
/Jetborin'tensiv/ 16

landline /'lzendlam/ 47

last but not least / Ja:st bat not
lizst/ 61

last name /'la:st nem/ 51

last-minute negotiations
/Ja:st'minit no,gaufi'eifonz/
63

latecomer /'lert kamo/ 56

lay off /lex 'nf/ 7

lead time /'lixd tamm/ 42

leadership /'li:daf1p/ 44

leadership skills /'lizdof1p skilz/
10, 44

leading edge / litzdi 'edz/ 15

lean manufacturing /li:n
menju'fekt form/ 17

lean production /li:n pro'dakfon/
17

leaner /limno/ 7

leap (verb) /lizp/ 39

learning culture /'Iamniy kalt fo/
45

learning curve /'la:niy k3:v/ 18,
28

leave a market /'lizv o ;mazkit/
20

leave a message / lirv o 'mesidz/
49

leave a voice message /li:v o
‘vors ,mesidz/ 47

(legally-)binding
/( lizgali) bamndy/ 66

leisure /'lezo/ 13

lender /'lendo/ 32

lending /'lendiy/ 32

level /'leval/ 37

level off / leval 'of/ 39

level out / leval 'aut/ 39

leverage /'lirvoridz/ 32

liabilities / laro'bilitiz/ 30

life insurance /'larf m, forrants/
35

life insurance company /laif -
m'forrants kamponi/ 12

lifestyle /'larfstail/ 43

light industry /laxt 'mdostri/ 13

limited company (Ltd) /,limitid
'kamponi/ 12

limited liability / lrmitid
lara'biliti/ 12

limited Lability partnership
(LLP) / limitxd larobiliti
‘paztnafip/ 12

line /lain/ 47

list /lxst/ 36

list price /'list prars/ 23

LLP (limited liability
partnership) / elel'piz/ 12

loan capital /'loun kaepital/ 32

the long tail /35 lop 'terl/ 18

long-hours culture /loy‘avez
Kkaltfo/ 45

long-term liabilities / lppt3:m
Jaro'bilitiz/ 30

loss-leader /'Ipsli:da/ 23, 28

loss-making /'Ips,me1kin/ 28

loud enough /'laud 1,nAf/ 60

low (noun) /lov/ 37

low power~distance culture /loy
pauo'distonts kaltfo/ 45

low pricing /lou 'praismy/ 23

low response rate /lou r1'spons
rert/ 14

low-end /'louend/ 23

low-key / lou'kiz/ 20

low-priced /lov'praist/ 23

low-tech / lou'tek/ 15

loyalty /'Ioralti/ 46

loyalty card /'lorolti ka:d/ 25

Ltd (limited company) /'limitrd/
12

lunch break /'Iant bre1k/ 46

macho culture /'mat fou kalt fo/
45

magnate /'magnot/ 10

mail survey /'meil saiver/ 14

mailing /'merlm/ 24

mailshot /'meilfot/ 24

majority holding /mo,dzpriti
'houldin/ 34

majority interest /mo,d3priti
'mtrast/ 34

majority stake /mo,dzpriti
'sterk/ 34

make (noun) /merk/ 22

make (verb) /meik/ 16

make a concession /meik o
kon'sefon/ 65

make a loss /merk 5 'Ips/ 28, 31

make a profit /meik 2 'profit/

- 28,31

make acquisitions /meik
xkwi'zifonz/ 33

make an application / merk an
xpli'kerfon/ 3

make redundant / merk
ri‘dandent/ 7

make up time / me1k Ap 'taim/
42

make your point / merk jo:
'pomt/ 56

maker /'metks/ 16

mall /mo:1/ 24

manage /'manidsz/ 1

management /'meanidzmont/ 6

management development
/ menid3ment di'velopmont/
4

management layer
/,maznidzmont 'lero/ 45
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management style
/'meenidzment stail/ 44

mannerism /'manarizom/ 62

manufacture /,menju'fakt fo/
16

manufacturer /,menju'fekt foro/
16

manufacturing
/menju'fekt formy/ 16

manufacturing factory
/ menjufekt forip ‘feektori/
16

manufacturing industry
/meanju'fekt forig ,indostri/ 13

manufacturing operation
/menju'fekt fori ppa,reifon/
17

manufacturing plant
/ menju'fektforig pla:nt/ 16

manufacturing sector
/meenju'fekt forip ,sekto/ 13

manufacturing works
/meenju'fekt foriy waiks/ 16

market /'mazkit/ 19, 20, 21

market abuse /,;ma:kit o'bjuss/
40

market capitalization /,ma:kit
keepitolar'zeifon/ 37

market economy /,ma:kit
1'konomi/ 19

market forces /,mazkit ‘forsiz/
19

market growth /,ma:kit 'grou6/
20

market leader /,;ma:kit 'li:de/ 20

market orientation /,ma:kit
oirren'terfon/ 21

market pressures /;ma:kit
'prefoz/ 19

market price /;ma:kit 'prais/ 19

market reforms / makit
ri'formz/ 19

market research /ma:kit
ri'saitf/ 14

market rigging /,ma:kit rigin/
40

market segment / ma:kit
'segmont/ 20

market segmentation / ma:kit
segmon'terfon/ 20

market share / ma:kit 'fea/ 20

market-driven /'ma:kit,drivon/
21

marketeer /mazki'tio/ 21

marketer /'makita/ 21

marketing /'ma:kitip/ 21

marketing concept /'ma:kitig
Jkonsept/ 21

marketing department
/'mazkitig di,pa:tmont/ 21

marketing mix /'ma:kitig ,miks/
21

marketing plan /'ma:kitip ,pleen/
21

market-led /, ma:kit'led/ 21

market-oriented
/mazkit'orrrentid/ 21

market-place /'ma:kitplers/ 19

mark-up /'ma:kap/ 27

mass collaboration / maes
ks leba'rerfon/ 18

mass customization / mes
Jkastomar'zeifon/ 18

mass market /mees 'makit/ 23

mass production /,mzs
pra'dakfon/ 18

Master’s (degree) /'ma:stoz
(dr,gri)/ 54

matters arising /,maetoz o'raiziy/
56

meals and entertaining /,mi:lz
'and ento'teniy/ 46

media /'mi:dia/ 13

mediator /'mi:dierta/ 66

mediation /'mi:die1fon/ 66

medium (noun) /'mi:diam/ 25

meeting with a customer /,mi:tig
wid 2 'kastomo/ 55

meeting with suppliers /,mi:tig
wid sa'plaraz/ §5

member /'memba/ 12

membership of professional
organizations /'membaf1p av
pra'fefanal o:gonar'zeifonz/
51

mention /'ment fan/ 53

merge /m3:d3/ 34

merger /'ma:dzo/ 34

merger negotiations /,m3a:d3o
nd,gaufi'‘erfonz/ 63

methodical /mo'6odikal/ 4

microphone /'maikrafoun/ 47

middle initial /midl r'nifal/ 51

middleman /'midimen/ 24

mid-priced /mid'praist/ 23

mid-range /mid'reindz/ 23

minimum wage /,minimam
'werdz/ S

minority holding /mar,noriti
'hauldig/ 34

minority interest /mai,noriti
'mtrast/ 34
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minority stake /mar,noriti 'sterk/
34

minute-taker /'minit,tetka/ 56

miss a meeting /mis @ mi:tig/ 55

mistaken /mi'sterkon/ 58

mobile Internet /,moubail
'intonet/ 47

mobile phone (BrE) /,moubail
'faun/ 47

model (noun) /'modal/ 18, 22,
23

moderator /'modorerta/ 14

mogul /'maugal/ 10

money laundering /'mani
Joindariy/ 40

money spinner /'mani spino/ 28

monopolize a market
/ma'nopslarz o ,ma:kit/ 20

moral issues /'moral 1fu:z/ 41

mortgage /'mo:gid3/ 35

motivated /'moutivertid/ 4

move downmarket /mu:v
daun'makit/ 23

move on /mu:v 'on/ 61

move on to the next point /mu:v
on td &9 ,nekst 'point/ 56

move upmarket /mu:v
Ap'ma:kit/ 23

multinational (noun)
/malti'nefonal/ 11

mutual (noun) /'mjust fusl/ 12

mutual advantage /,mju:t fusl
ad'va:ntidz/ 63

narrow (verb) /'narau/ 38

nationalized /'nafonslarzd/ 11

nationalized company
/neefonslarzd 'kamponi/ 11

needs /ni:dz/ 18

needs and objectives /,ni:dz and
ab'jektivz/ 64

negative equity /,negativ
‘ekwiti/ 35

negative growth / negativ
‘graud/ 39

negotiate /na,gaufi‘ert/ 63

negotiating style /na'gaufiertin
stail/ 64

negotiating team /na'goufiertip
tiim/ 64

negotiations /na,gaufi'elfonz/ 63

negotiator /na,gaufi'erta/ 63

net margin/ net ma:dzm/ 27

net profit /net 'profit/ 31

neutral ground /,nju:tral
‘graund/ 64

niche /ni:f/ 23



night shift /'nart fift/ 2

nine-to-five /namta‘farv/ 2

non-core assets /,nonkor 'sesets/
34

non-executive director
/nomig,zekjotiv dar'rekts/ 9

non-profit organization (BrE)
/mon'profit oigonar,zerfon/ 12

not-for-profit otganization
(AmE) /notfo'profit
oigonar,zeifon/ 12

number /'namba/ 47

numerate /'‘njuimerst/ 4

objective /ob'dzektiv/ 57

observation /,pbzo'veifan/ 14

obsolete /,pbsa'lizt/ 15

obviously /'obvissli/ 57

of course /ov 'kois/ 57

offer (noun) /ofa/ 65

offer (verb) /pfo/ 3,7

office /'pfis/ 6

office worker /'nfts warke/ 2

0800 number /suert'handrad
nambo/ 47

on condition that /on kon'difon

dot/ 65

.on schedule /on 'fedju:l/ 42

on your own ground /pn jo: sun
‘grauvnd/ 64

online banking /pnlain ‘bankin/
26

online brokerage /,onlam
"bravkeridz/ 26

online dating /,pnlain 'dertiy/ 26

online fundraising /,onlain
'fandreizig/ 26

- online gambling / pnlain

'geemblig/ 26

online gaming /,pnlain 'germiy/
26

online selling /'onlain seliy/ 26

online survey /,pnlain 's3rver/ 14

online travel /,pnlam 'traeval/ 26

open /‘aupan/ 37

open the discussion /,2upan 8o
dr'skafen/ 57

open-plan office /,supan'plaen
of1s/ 6 .

operating expenses /,pparerti)
1ik'spentsiz/ 27

options contract /'ppfonz
Jkontrekt/ 36

order (verb) /'o:do/ 29

organize /'5:ganarz/ 60

organized /'s:gonaizd/ 4

out of work /aut ov 'watk/ 1, 38

outplacement /‘avtpleismont/ 7
output /‘autput/ 16
outside supplier /,avtsard
sa'plare/ 17
outsource /‘autsos/ 7
outsourcing /'aut,soisiy/ 17
over budget /,auva 'badzit/ 28
overdraft /'ouvadra:ft/ 35
overdraft facility /'ouvodra:ft
fo,siliti/ 35
overhead costs /'ouvohed kpsts/
27
overheads /'auvohedz/ 27
overlap (verb) /,suva'lep/ 42
overleveraged /,ouvo'lirvaridzd/
32
overproduction
/,auvapra'dakfan/ 16
overspend /,0uva'spend/ 28
oversubscribed
/,suvasab'skrarbd/ 36
overtime /'auvatamm/ 2, 5
overtime ban /'suvataim ben/ 6
overwhelmed /ouva'welmd/ 43
overwork /'suvawsrk/ 43
own-brand product (BrE)
foun,braend 'prodakt/ 22
own-label product (AmE)
/aun letbal 'prodakt/ 22

packaging /'pekidzm/ 21

panic selling /'peenik ,selig/ 37

paper qualifications /'perpo
kwolifr'keifonz/ 4

parent company /'pearant
Jkamponi/ 34

part /pait/ 17

partner /‘partna/ 12, 17

partnership /‘paztnafip/ 12, 17

passive smoking / pasiv
'smeuvkin/ 8

patent /'pertont/ 15

pay and conditions /pe1 on
kon'difonz/ 5

pay bargaining /per 'ba:ginig/
63

pay off /per 'of/ 35
pay out /per ‘aut/ 35
payables (AmE) /'peroblz/ 29
payment terms /'perment t3rmz/
29
payphone /"perfoun/ 47
payroll /'perraul/ 6
peak /pizk/ 39
peer collaboration /pr1s
ks lebo'rerfon/ 18
penalty /'penalti/ 42

penetrate a market /'penitreit o
ma:kit/ 20

pension /'penfon/ 5

pension fund /'penfon fand/ 35

per annum /,per '&nam/ 54

perfectionism /po'fek fonizom/
42

performance /po'fo:ments/ 5, 18

performance review
/pa'farmonts r1,vjuy/ 7

performance-related bonus
/pa,formonts rilertid ‘bounas/
5

perk /paik/ 5

permanent job /,paimonont
'dzob/ 1

personal assets /,p3isonal 'sets/
12

personal interview /,p3isanal
'mtovjwi/ 14

personal organizer /,p3isonal
':gonaiza/ 42

personnel / paisan'el/ 6

personnel department /pa:son'el
di,pastimont/ 6

pharmaceutical /faima'sjuitikol/
13

phase /feiz/ 42

phone /four/ 46, 47

phone number /'faun ,namba/
51

phonecard /'feunka:d/ 47

physical contact / f1zikl
‘’kontakt/ 46, 64

pick up /pik 'ap/ 48

piracy /'parrasi/ 15

place /plers/ 21

place an order /,pleis on 'o:do/
29

plan /plen/ 21

plastic /'pleestik/ 35

PLC (public limited company)
/,pizel'siz/ 12

plummet /'plamit/ 39

point (noun) /pomt/ 37

poison pill /'porzen ,p1l/ 34

pool /pul/ 14

position (noun) /pa'zifon/ 3

positive attitude /,pozativ
‘etitjuid/ 60

positive discrimination /,pozatv
diskrimi'netfor/ 8

post (noun) /paust/ 3

postal address /'paustal o,dres/
51

postpone a meeting /paust'poun
o mirtiy/ 55
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power—distance /paus'distonts/
45

predator /'predata/ 34

premium (adj) /'prirmiom/ 23

present (noun) /'prezont/ 46

presenteeism /prazon'tiziziny/ 46

presenter /pri'zenta/ 60

president (AmE) /'prezidant/ 9

press conference /'pres
konforants/ 60

pressure /‘prefo/ 43

pre-tax loss / priztaeks 'Ips/ 31

pre-tax profit / prirtaeks 'profit/
31

prey /prey/ 34

price /prais/ 21

price boom /'prars bu:m/ 23

price controls /'prais kan, troulz/
23

price cut /'prars kat/ 23

price fixing /'prais fiksi/ 40

price hike /'prars haik/ 23

price tag /'prais teg/ 23

price war /'prais woi/ 23

principal /'prinsapal/ 32

prioritize /prar'oritaiz/ 42

priority /prar‘priti/ 42

* prison /'prizon/ 40

private enterprise / prarvot
‘entopraiz/ 11

private pension / prarvot
‘penfon/ 35

privatization /,praivatar'zeifon/
11

privatize /'prarvatarz/ 11

prize /praiz/ 25

proactive /,prov'aktiv/ 4

probe (verb) /proub/ 65

produce /'prodjuzs/ 16

producer /pra'djuisa/ 16

product /'prodakt/ 16

product catalogue (BrE)
/'prodakt keetolng/ 22

product category /,prodakt
‘ceetagori/ 22

product endorsement /'prodakt
in,dorsmant/ 25

* product launch /'prodakt Jomtf/

14, 60
product lifecycle / prodakt
Narfsarkol/ 22
product line / prodakt ‘lam/ 22
product mix /,prodakt 'miks/ 22
product placement / prodakt
‘plersmoant/ 22, 25
product portfolio / prodakt
,port fauliou/ 22

product positioning /,prodakt
pa'zifonmy/ 22

product range / prodakt 'remdz/
22

production /pra‘dakfon/ 16

production line /pro‘dakfan lamn/
16, 18

productive /pro‘daktrv/ 55

productivity / prodak'tiviti/ 16

professional /pra'fefonal/ 41

professional guidelines
/pra fefonal 'gardlainz/ 41

profit (noun) /'profit/ 7

profit and loss account (BrE)
/,profit on 'los okaunt/ 31

profit margin /'profit ,;ma:dzm/
27

profitable /'profitabl/ 28

profit-making /*profit,merkin/
28

project (noun) /'prodzekt/ 42

project management /,prodzekt
‘meenidzmont/ 42

project meeting / prodzekt
‘miztig/ 55

promote /pro'mout/ 21

promotion /pra'maufen/ 7, 21,
25

property (BrE) /'propati/ 13
proposal /pra'pavzal/ 65
proprietary /pro'prarotri/ 15
prosumer /prau'sjuima/ 18
prototype /'pravtstaip/ 14
protracted negotiations
/pra treektid na,gaufi‘erfonz/
63
provide /pro'vard/ 16
provided that /pro'vaidid dat/
65
provider /pra‘vaide/ 16
providing that /pro‘vaidig dat/
65

provision /pra'vizon/ 16

psychometric test /sarka,metrik
‘test/ 3

public holiday / pablik 'holidey/
46

public limited company (PLC)
/pablik Jmmitid 'kamponi/ 12

public telephone / pablik
‘telifoun/ 47

punctuality / panktju'zliti/ 46

purchaser /'pa:t fasa/ 19

purchasing manager /'pa:t [asy
;menidza/ 19

purpose /'parpas/ 57

put back /put 'baek/ 50
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put off /put 'of/ 50
put through /put 'Oruy/ 48
put up money /,put Ap 'mani/ 32

qualifications / kwolifr'ketfonz/
3,4

qualify /'’kwolifar/ 4

quality /'’kwoloti/ 42

quality of life /, kwolati av 'larf/
43

quality time /'kwolsti tamy 43

quarter /'kwo:to/ 31

questioner /'kwest [ana/ 62

quote (verb) /kwaut/ 54

R&D (research and
development) / arron'diz/ 15

racial discrimination / re1fal
diskrmi'neifon/ 8

racism /'reisizom/ 8

racist /'rexsist/ 8

racket /'rekit/ 40

racketeer /,reko'tia/ 40

raise capital /re1z 'keepital/ 32,
36

rally /'reeli/ 37

ramble (verb) /'rembl/ 55

rapport /rze'pa:/ 60

rat race /'raet rers/ 43

raw material /,ro: mo'troriol/ 17,
22

Re /riz/ 53

reach (an) agreement / rist [ (on)
o'grizmont/ 59

reach break-even point / rist [
breik'izvon point/ 28

real estate (AmE) /'rizl 1 stert/ 13

realistic plan /rio,listik 'pleen/ 42

rebalancing /ri:'baelontsiy/ 43

recall (verb) /ri'ko:l/ 14

receivables (AmE) /r1'sirvablz/
29

receiver /r1'sizva/ 33

recession /ri'sefon/ 39

recommended retail price
/reko,mendid 'rizterl prais/ 23

record high /'reko:d hay/ 37

recover /ri'kave/ 33

recruit /ri'krust/ 3

recruiter /rr'krusto/ 3

recruitment /ri'krustmont/ 3

recruitment agency
/rr'krurtmont erdzontsi/ 3

red ink /red 'mk/ 31

referee / refa'ri/ 3

reference /'reforants/ 3

refocus /rir'foukoes/ 34



Regards /r1'ga:dz/ 52

regulate /'regjulert/ 40

related to /rr'lertid tu/ 61

relationship building
/rr'lerfon[ip bildip/ 64

relaxed look /r1 lekst 'luk/ 60

release (verb) /rr'lizs/ 14, 15, 51

relocate /,rizlou'kert/ 54

remain standing /r1,mein
'steendiy/ 62

remote /r1'maut/ 44, 45

remuneration /r1,mjuinar'erfon/
S

remuneration package
/ri;mjuznor'eifon ,pakids/ §

repetitive /r1'petativ/ 2

repetitive strain injury (RSI)
/r,petativ 'strein ,indzori/ 8

replacement part /ri'plersmont
Jpa:t/ 17

reply (noun) /r1'play/ 52

reply to all /r1,plar tu 'o:l/ 52

report /ri'part/ 31

report results /r1,poit ri'zalts/ 31

requirements /ri'kwaromonts/ 18

rescue /'reskjui/ 33

research and development
(R&D) /r1,s3:tf on
dr'velopmont/ 15

research centre (BrE) /r1,saitf
senta/ 15

researcher /ri's3:tfa/ 14

reseller /'rizselo/ 24

reservation /,reza'veifon/ 47

reservations line /reza'veifonz
Jam/ 47

reserves /r1'z3:1vz/ 33

resign /r1'zam/ 7

resolution /,rezalu:fon/ 66

resolve /r'zolv/ 56

respect /r1'spekt/ 62

responsibility /r1,spontsr'biliti/ 1

responsible for /ri'spontsibl fo1/
1

restructure /,rit'straktfa/ 7, 34

restructuring /,rix'strakt formy/ 7

results /rr'zalts/ 31

résumé (AmE) /'rezjurmer/ 3

retail /'rizterl/ 13

retail outlet /'riztenl ,autlet/ 24

retained earnings /r1,temnd
'amipz/ 33

retire /r1'taro/ 7

retirement /r1'taromant/ 7, 35

revenue /‘revanjui/ 27

rewarding /ri'woidig/ 43

ridiculous /r1'dikjulos/ 58

right now /rart 'nav/ 49

ring (up) (BrE) /r1p (Ap)/ 47

rival (noun) /'rarval/ 20

role of silence /,raul av 'sailonts/
46

roles and responsibilities /,roulz
on r1,spontsr'bilitiz/ 64

rollout /'ravlaut/ 14

routine (adj) /ruz'tiin/ 2

royalties /'roraltiz/ 15

RSI (repetitive strain injury)
/ares'ar/ 8

rules of conversation /,ru:lz ov
konva'seifon/ 46

run /ran/ 1

run a meeting /'TAn 9 miztin/ 55

run in parallel /ran m 'pzrolel/
42

run out of time /rAn aut av
'tarm/ 59

sack (BrE) /sak/ 7

safe (adj) /serf/ 14

salary /'seelori/ 5

(the) sales /80 seilz/ 27

sales area /'seilz ,eario/ 25

sales culture /'seilz kaltfao/ 45

sales department /'serlz
dr,pa:tmont/ 27

sales director /'seilz dari,rekto/
27

sales figures /'seilz figoz/ 27

sales force /'senlz fo:s/ 25

sales forecast /'seilz ,forkaist/ 27

sales growth /'seilz groub/ 27

sales manager /'seilz ,maenid3zo/
25

sales meeting /'se1lz miztig/ 27

sales outlet /'seilz autlet/ 24

sales team /'seilz tizm/ 27

sales territory /'seilz ,teratori/
25

sales volume /'seilz ,voljuim/ 27

salesman /'serlzmon/ 25

salesperson /'seilzp3isen/ 25

saleswoman /'serlzwuman/ 25

sample /'saczmpl/ 14

satisfying /'seetisfary/ 2

saver /'serval 35

savings account /'se1vipz
9 kaunt/ 35

scam /skem/ 40

schedule (noun) /'fedju:l/ 42

scope /skaup/-62

second-half results /,sekondha:f
ri'zalts/ 31

securities /sr'kjuaritiz/ 36

securities house /st'kjuaritiz
havs/ 36

security /s1'kjueriti/ 32

selection process /s1'lekfon
prouses/ 3

self-starter /self'sta:to/ 4

self-driven /self'driven/ 4

self-employed /,selfim'plord/ 11,
12

self-motivated
/ self'moutivertid/ 4

sell your holding /,sel jo:
'houldry/ 41

sell your stake /,sel jor 'steik/ 41

seller /'selo/ 19

selling price /'seliy prars/ 27

sell-off /'selof/ 37

seminar /'semina:/ 60

semi-skilled /,semi'skild/ 4

senior /'simnio/ 7

senior executive /,siznior
1g'zekjutiv/ 9

service /'s31vis/ 13,16

service industry /'s3:vis
Jndastri/ 13

service sector /'s3:vis ,sekto/ 13

set up a meeting /set 'Ap @
miztiy/ 55

settle a dispute /,setl o dis'pjuzt/
63

settle an invoice /,setl on 'mvors/
29

settlement /,setlmont/ 66

severance package /'sevaronts
pxekidz/ 5

severance payment /'sevaronts
,pemmant/ 5

sex discrimination /,seks
diskrimri'nerfon/ 8

sexual harassment /,seksfal
'haerosmont/ 8

share /fea/ 32, 36

share capital /'fea kapitol/ 32

share options (BrE) /'fear
ppfonz/ 5

share price /'fea prais/ 37

shareholder /'fea,houlda/ 12, 32

shift /[1ft/ 2

ship (verb) /fip/ 29

shop (noun) (BrE) /fop/ 24

shopping centre /' fppIy ,senta/
24

shopping mall /'fopip ,mo:l/ 24

shortage /'fortidz/ 16

shortlist (verb) /'forthist/ 3

show off /fau 'nf/ 55

sick /stk/ 33
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simultaneous /,simoal'ternios/ 42

site /sait/ 6

situation / sitju'erfon/ 3

situations vacant /,sitju'eifonz
ver kont/ 3

skill /skil/ 4

skilled /skild/ 4

Skype /skaip/ 47

skyrocket (verb) /'skar,rokit/ 39

slash (verb) /slef/ 39

sleaze /sliz/ 40

slump (noun) /slamp/ 39

small investor /smo:l in'vesto/
35

small or medium enterprise
(SME) /smo:l o: ,mi:diom
'entoprarz/ 11

SME (small or medium
enterprise) /,esem'iz/ 11

smiling /'smailiy/ 62

snowed under /snaud ‘anda/ 50

soar /so1/ 39

social issues /'saufal 1fuiz/ 41

social marketing / saufal
'mazkitiy/ 21

social networking /,soufol
‘netwakig/ 26 .

socially responsible /,saufali
r1'sponsibl/ 41

sole owner /,saul 'suna/ 12

sole proprietor
/,saul pro'prarata/ 12

sole trader (BrE) /,soul 'trerda/
12

sophisticated /so'fistikertid/ 23

spare part /,spes pait/ 17

special offer /,spefal 'vfa/ 25

specifications /,spesifr'keifonz/
18

speculator /'spekjulerta/ 36

speed /,spird/ 60

spend /spend/ 28

sponsor (verb) /'sponsa/ 25

sponsorship /'sponsafip/ 25

the Square Mile /30
skwea 'mail/ 36

stable (adj) /'stetbl/ 39

staff /sta:f/ 6

stage /sterds/ 42

stagflation /staeg'fletfon/ 39

stagnation /staeg'netfon/ 39

stake /sterk/ 32, 41

stake in a company /'steik 1n 2
kamponi/ 34

stakeholder /'steik havlde/ 41

stalemate /'sterlmert/ 66

standard (adj) /'steendod/ 18

standardization
/ stendodar'zeifon/ 18

standpoint /'steendpoint/ 57

start-ups /'stataps/ 10

state pension /,steit 'penfon/ 35

state-of-the-art / stertavdiz'azt/
15

state-owned /'steit,ound/ 11

steady (adj) /'stedi/ 39

steel /stizl/ 13

step /step/ 42

stereotype /'steriataip/ 45

stick to the point / stik to 8a
‘pomt/ 55

stiff competition /'stif
kompa,tifon/ 20

stimulating /'stimjulertiy/ 2, 43,
54

stock /stok/ 32, 36

stock market /'stok ,ma:kit/ 36

stock options (AmE) /'stok
ppfanz/ §

stocks (BrE) /stoks/ 17, 36

stoppage /'stopid3z/ 6

store (noun) (AmE) /stoi/ 24

store (verb) /stai/ 17

store brand (AmE) /'sto: ,breend/
22

street vendor /'strirt vendo/ 19

stress (noun) /stres/ 43

stressful /'stresfol/ 43

stress-induced /'stresindjuzst/ 43

stretched /stretft/ 43

strike (noun) /straik/ 6

structure /'strakt fo/ 60

subcontracting /*sabkan,trektin/
17

subject /'sabdzekt/ 52

subordinate /sa'bo:dinat/ 44

subsidiary /sab'sidiori/ 34

suitable /'sju:tabl/ 53

suitably qualified /,sjuitabli
'kwolifaid/ 54

sum up /sam 'ap/ 59

supermarket /'surps,ma:kit/ 24

supplier /sa'plara/ 17

support staff /sa'poit start/ 6

supposing that /sa'pavziy dot/
65

surge /s3:d3/ 39

surname /'s3meimny 51

surplus /'saiplas/ 16

survey /'saiver/ 14

sweatshop labour /,swet fop
‘letba/ 41

sweetener /'swiitna/ 40

systematic / s1sto'maetik/ 4
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tactfully /'tektfali/ 56

tailor-made / terio'merd/ 18

take downmarket /teik
daun'mazkrt/ 23

take longer than planned /tetk
Ippge dan 'plend/ 42

take part in /teik 'pa:t m/ 14

takeover /'teikouva bid/ 34

takeover bid /'tetkoauva bid/ 34

takeover negotiations /,tetkauve
no,gaufi'erfonz/ 63

talented /'telontid/ 4

target (noun) /'ta:git/ 27

target (verb) /'ta:git/ 24

task /ta:sk/ 42

team meeting /,tizm 'mistig/ 55

team of equals / tizm av
'itkwalz/ 45

team player /'tizm plera/ 4

technical support /'teknikl
sa'poit/ 6

technology /tek'nolad3i/ 15

telecommunications
/ teliko,mju:ni'keifanz/ 13

telecommuting /,telika'mju:tig/
2

telemarketing /'telr,ma:kitiy/ 24

telephone /'telifaun/ 47

telephone survey /'telifoun
s3iver/ 47

teleworking /'teli,waikiy/ 2

temporary contract /,temparari
'kontrakt/ 7

temporary job / temporari
'dzob/ 1

tense negotiations
/,tens na,gaufi'erfonz/ 63

terminate /'t3:minert/ 7

test (verb) /test/ 14

text (noun) /tekst/ 47

text message /'tekst ,mesidz/ 47

textile /'tekstail/ 13

3G phone /briz, d3i: ‘fogn/ 47

time /taim/ 42, 46

time management / taim
'‘manidzmant/ 42

timeframe /'tarmfremm/ 42

timescale /'tarmskerl/ 42

timetable /'tarm,terbl/ 42

tip (noun) /tip/ §

tiring /'tarorm/ 2

tone /taun/ 48

tone of voice /,toun av 'vors/ 60

top-down /,top'daun/ 44

top-end /top'end/ 23

total costs /,tautal kosts/ 27

tough /taf/ 2



tough competition /'taf
kompa,tifon/ 20

tough negotiator /tAf
no,gaufi'erta/ 63

tourism /'tuorizomy/ 13

trade balance /'trerd balonts/
38

trade credit /trexd 'kredit/ 29

trade deficit /'trerd ,defisit/ 38

trade dispute /trexd dis,pjuit/ 63

trade down /trexd 'daun/ 23

trade gap /'trexd geep/ 38

trade negotiations /treid
no,gaufi‘erfonz/ 63

trade surplus /'trerd s3plos/ 38

trade union (BrE) /trerd
'jurnion/ 6

trade up /trexd 'ap/ 23

trademark /'trerdma:zk/ 15

trade-off /'trerdof/ 65

trader /'treido/ 36

trading /'trerdmy/ 37

train (verb) /trem/ 4

training /'treinuy/ 4

transaction /treen'zek fon/ 3§

transparency /treen'speaerantsi/
61

treadmill /'tredmul/ 43

trial /trarol/ 14

troubled /'trabld/ 33

trough /trof/ 39

true and fair view /tru: on feo
'vjuy/ 31

try out /tra1 ‘avt/ 14

turn down /ta:n 'daun/ 3

turn round /t3:n 'ravnd/ 33

turn to /t3m tu/ 61

turnover (BeE) /'tamn,ouve/ 27,
37

tycoon /tar'kumn/ 10

under budget /,ando 'badzit/ 28

under licence (BrE) /,ando
'laisonts/ 15

under stress /,ando 'stres/ 43

undercut /ando'kat/ 23

underlying shares /ands,laig
'feoz/ 36

underspend /,ando'spend/ 28

uneconomic /an,itka'nomik/ 38

uneconomical /an,izka'nomrkal/
38

(the) unemployed /3i ,anmm'ploid
38

unemployment /a ,nim'plormo
nt/ 38

unethical /,an'eBikal/ 41

uninteresting /an'mtarestig/ 2

unit sales /, juinit seilz/ 27

unit trust (BrE) /juinit ‘trast/ 35

unprofessional /,anpra'féfonal/
41

unprofessional conduct
/,anpra‘fefanal 'kondakt/ 41

unskilled /an'skild/ 4

unstimulating /an’stimjulertiy/ 2

unstressful /an'stresfol/ 43

upfront /ap'frant/ 29

upmarket (BrE) /ap'mazkit/ 23

useful discussion /,juisfal
dis'kafon/ 55

user /'juza/ 19

vacation (AmE) /ver'keifon/ 46

values /'veeljuiz/ 45

variable costs /,vearizobl kosts/
27

variety /va'rarati/ 60

vending machine /*'vendin
mp, fimn/ 19

vendor /'venda/ 19

venue /'venjui/ 56

vice-president (VP) (AmE)
/,vais 'prezidant/ 9

videoconferencing
/'vidiou, konfarantsig/ 47

video-sharing /,vidizau' fearig/
26

vision /'vizen/ 44

visionary /'vizonri/ 44

visual aid /,vizual 'e1d/ 60

voicemail /'voismerl/ 47

VoIP /voip/ 47

voluntary sector /'volontri
sekto/ 12

volunteer /,volon'tta/ 12

VP (vice-president) (AmE)
/vit'pis/ 9

wage bargaining /weid3
'‘bargmiy/ 63

wage negotiations / werdz
no,gaufi'erfonz/ 63

wages /'werdziz/ 5

walk-out /*warkaut/ 6

Wall Street /'woul strizt/ 36

wander off the point / wonder
of 8s 'pomt/ 55

warehouse /'weshauvs/ 17

waste of time /,welst ov 'taim/
55

Web 2.0 /'web tu: point a0/ 26

webcam /'webkam/ 47

website /'websart/ 26

What do you do? /,wot do jo
'dur/ 1

white knight /wart 'nait/ 34

widen /'wardon/ 38

Wikinomics /wiki'nomiks/ 18

wind up /waind 'Ap/ 33

windfall /'windfa:l/ 35

window dressing /'windou
(dresig/ 31

win-win /wm'win/ 65

win-win solution /win,win
'soluzfor/ 65

wipe off /waip 'of/ 37

withdraw from a market
/wid'dror fram o ;mazkit/ 20

work /wa:k/ 1

work experience /watk
1k'sprorionts/ 4

worker /'waika/ 6

workforce /'waikfors/ 6

working at full capacity /wsikig
ot ful ko'peaesiti/ 16

working breakfast /,waikip
'brekfast/ 46

working conditions /'w3aikig
kon'difonz/ §

working from home /,watkig
from 'houm/ 2

working hours /'waikiy ,avoz/ 2,
46

work-in-progress (BrE)
/,waikin'praugres/ 17

work-life balance /ws:klaif
'balonts/ 43

workshop /'wa:kfop/ 16, 60

write down /rart 'davn/ 30

write off (verb) /rart 'pf/ 29, 30

write-off (noun) /'raxt of/ 30

wrongdoer /'rog,duza/ 40

wrongdoing /'rog,dusig/ 40

Yours /jorz/ 52

Yours faithfully (BrE) /,jo:z
'ferbfali/ 52

Yours sincerely (BrE) /,joiz
sm'siali/ 52
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