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> Introduction

Overview  susiness Partneris a flexible course designed for a variety of learners. It is suitable for
students with mixed abilities, requirements and interests and for varied class sizes where
the common requirement is to learn professional English language and develop key skills
for the workplace.

When talking to learners, their reasons for studying business English almost always relate
to their employability. Many tertiary students want to maximise their chances of finding
ajobinan international environment, while in-work professionals want to communicate
more effectively in their workplace and improve their future career prospects. Other
learners may simply need to study and pass a business English exam in order to complete
their overall degree.

In all three cases, teachers need to be able to engage and motivate by providing learning
materials which:

« areinteresting and relevant to their life experiences.
« match their learning needs and priorities.
- are appropriate for the amount of study time available.

Business Partner has been designed to enable teachers to meet these needs without
spending many hours researching their own materials. The content and structure of the
course is based on three key concepts: employability, flexibility and learner engagement.

Course aims and Employability

key COI‘ICEptS Balance between language and business skills training

In order to achieve their employability goals, learners need to improve their knowledge
of English language as it is used in the workplace and also develop key skills for the
international workplace. Business Partner provides this balance.

In addition to building their vocabulary and grammar and developing their writing skills,
Business Partner trains students in Communication and Business skills. Language being
only one aspect of successful communication, students also require an understanding

of different business situations and an awareness of different communication styles,
especially when working across cultures.

« ‘Communication skills’ (Lesson 3) provides the soft skills needed in order to work
effectively with people whose personality and culture may be different from your
own. These include dealing with disagreement, responding to customer concerns and
managing conversations.

« ‘Business skills’ (Lesson 4) provides the practical skills needed in different business
situations, such as taking part in meetings, presentations and negotiations.

Flexibility

The modular approach means that Business Partner can be adapted to suit a variety of
teaching requirements from extensive lessons to intensive short courses. In addition to the
Coursebook, a wide variety of additional optional activities and resources are provided
which can be used to focus on and extend material which is most useful to learners’ needs.

Extra activities and extra grammar points

You can extend your lessons or focus in more depth on certain areas by using the large
bank of extra activities in MyEnglishLab (clearly signposted for you throughout the
Coursebook). These include extra vocabulary and grammar practice exercises for use in
class as well as activities which draw attention to useful language in reading texts.

D Teacher’s resources: extra activities The email contains examples of adverbs of degree. Go to
) ) : MyEnglishLab for optional grammar work.
These are PDFs in MyEnglishLab that you can

download and print or display on-screen. Business Partner offers a flexible approach to grammar depending on
H whether you want to devote a significant amount of time to a grammar
topic or focus on consolidation only when you need to. There is one
main grammar point in each unit, presented and practised in Lesson 2.

In addition, the Writing section (Lesson 5) includes a link to an
optional second grammar point in MyEnglishLab, where students
can watch short video presentations of the grammar points and do
interactive activities.

=2 page 112 See Pronunciation bank  Pronunciation activities are included at the back of the book. This allows teachers
to focus on aspects of pronunciation which are most useful for their students.

>5 <«



D| Introduction

Approach to
language and skills

Teacher’s Resource Bank: Photocopiables, Writing bank, Reading bank and
Functional language bank

You can use these resources as and when needed with your classes. The Photocopiables
further activate and practise vocabulary from Lesson 1 and grammar from Lesson 2 as and
when needed.

The Reading bank for each unit gives students more reading practice and can be also used
for self-study. The activity types reflect those found in a range of business English exams.
The Writing bank provides supplementary models of professional communication and the
Functional language bank extends useful phrases for a range of business situations.

Learner engagement

Video content: We all use video more and more to communicate and to find out about
the world and we have put video at the heart of Business Partner. There are two videos in
every unit with comprehension and language activities:

+ anauthenticvideo package in Lesson 1, based on real-life video clips and interviews
suitable for your learners’ level of English.

+ adramatised communication skills training video in Lesson 3 which follows characters
in an international team as they deal with different professional challenges.

Authentic content: Working with authentic content really helps to engage learners,

and teachers can spend many hours searching for suitable material online. Business
Partner has therefore been built around authentic videos and articles from leading media
organisations such as the Financial Times and news channels. These offer a wealth of
international business information as well as real examples of British, U.S. and
non-native-speaker English.

Relevance for learners without work experience: Using business English teaching
materials with learners who have little or no work experience can be particularly
challenging. Business Partner has been carefully designed to work with these students
as well as with in-work professionals. In the case of collaborative speaking tasks and
roleplays, the situation used will either be:

« onethat we can all relate to as customers and consumers; OR

+ achoice of situations will be offered including a mix of professional and everyday
situations.

Both will allow learners to practise the skill and language presented in the lesson, butin
a context that is most relevant to them.

Business workshops: Learners have the opportunity to consolidate and activate the
language and skills from the units in 8 business workshops at the end of the book. These
provide interesting and engaging scenarios where students simulate real-life professional
situations such as roleplaying meetings, negotiations or presentations.

Business Partner offers fully integrated skills, including the essential critical thinking and
higher-order thinking skills, which are built into the activities.

Vocabulary and video The main topic vocabulary set is presented and practised in Lesson
1 of each unit, building on vocabulary from the authentic video. Teachers are given lots of
opportunities to use the vocabulary in discussions and group tasks, and to tailor the tasks
to their classroom situations.

Functional language (such as giving advice, summarising, dealing with objections)
supports learners’ capability to operate in real workplace situations in English. Three
functional language sets are presented and practised in every unit: in Lessons 3, 4 and

5. You will be able to teach the language in group speaking and writing tasks. There is a
Functional language bank at the back of this Teacher’s Resource Book which students can
also find in MyEnglishLab so that they can quickly refer to useful language support when
preparing for a business situation, such as a meeting, presentation or interview.

Listening and video The course offers a wide variety of listening activities (based on

both video and audio recordings) to help students develop their comprehension skills

and to hear target language in context. All of the video and audio material is available in
MyEnglishLab and includes a range of British, U.S. and non-native-speaker English. Lessons
1 and 3 are based on video (as described above). In four of the eight units, Lesson 2 is based
on audio. In all units, you also work with significant audio recordings in Lesson 4 and the
Business workshop.



Approach to
Communication
skills

Approach to testing
and assessment

Introduction )|

Grammar The approach to grammar is flexible depending on whether you want to devote
a significant amount of time to grammar or to focus on the consolidation of grammar
only when you need to. There is one main grammar point in each unit, presented and
practised in Lesson 2. There is a link from Lesson 5 to an optional second grammar point
in MyEnglishLab - with short video presentations and interactive practice. Both grammar
points are supported by the Grammar reference section at the back of the Coursebook
(p.118). This provides a summary of meaning and form, with notes on usage or exceptions,
and business English examples.

Reading Business Partner offers a wealth of authentic texts and articles from a variety
of sources, particularly the Financial Times. Every unit has a main reading text with
comprehension tasks. This appears either in Lesson 2 or in the Business workshop.
There is a Reading bank at the back of this Teacher’s Resource Book which students
can also find in MyEnglishLab and which has a longer reading text for every unit with
comprehension activities.

Speaking Collaborative speaking tasks appear at the end of Lessons 1, 3, 4 and the
Business workshop in every unit. These tasks encourage students to use the target
language and, where relevant, the target skill of the lesson. There are lots of opportunities
to personalise these tasks to suit your own classroom situation.

Writing Business Partner offers multiple opportunities to practise writing. Lesson 5 in
every unit provides a model text and practice in a business writing skill. The course covers
a wide range of genres such as reports, proposals, note-taking and emails, and for different
purposes, including formal and informal communication, summarising, invitations,

replies and project updates. There are also short writing tasks in Lesson 2 which provide
controlled practice of the target grammar. There is a Writing bank at the back of this
Teacher’s Resource Book which students can also find in MyEnglishLab and which provides
models of different types of business writing and useful phrases appropriate to their level
of English.

Pronunciation Two pronunciation points are presented and practised in every unit.
Pronunciation points are linked to the content of the unit - usually to a video or audio
presentation or to a grammar point. The pronunciation presentations and activities are at
the back of the Coursebook (p.112), with signposts from the relevant lessons. This section
alsoincludes an introduction to pronunciation with British and U.S. phonetic charts.

Akey aspect of Business Partner is the innovative video-based communication skills
training programme.

The aims of the Communications skills lessons are to introduce students to the skills
needed to interact successfully in international teams with people who may have different
communication styles from them due to culture or personality. Those skills include
teamwork, decision-making and influencing.

These lessons are based on videos that provide realistic examples of work situations. This
is particularly important for pre-service learners who may not have direct experience of
the particular situations they are about to see. In each of these videos students watch
two possible scenarios (Option A and Option B) in which a different communication style
is used. These options give students the opportunity to engage in critical viewing of each
option and gain awareness of the impact of different communication styles.

Business Partner provides a balance of formative and summative assessment. Both types of
assessment are important for teachers and learners and have different objectives. Regular
review and on-going assessment allows students to evaluate their own progress and
encourages them to persevere in their studies. Formal testing offers a more precise value
on the progress made on their knowledge and proficiency.

Formative assessment: Each Coursebook lesson is framed by a clear lesson outcome which
summarises the learning deliverable. The lesson ends with a self-assessment section which
encourages students to reflect on their progress in relation to the lesson outcome and to
think about future learning needs. More detailed self-assessment tasks and suggestions
for further practice are available in MyEnglishLab. (See also section on the Global Scale of
English and the Learning Objectives for Professional English.)

The Coursebook also contains one review page per unit at the back of the book to recycle
and revise the key vocabulary, grammar and functional language presented in the unit;
they are structured to reflect the modularity of the course.

>7 K



Summative assessment: Unit tests are provided and activities are clearly labelled to show
which section of the unit they are testing to reflect the modular structure of the course.
The tests are available in PDF and Word formats so that you can adapt them to suit your
purposes. They are also available as interactive tests that you can allocate to your students
if you wish to do so.

These Unit tests are based on task types from the major business English exams (BEC,
BULATS, PTE Professional) and task types are clearly labelled. There is also an additional
LCCl writing task for professional English for every unit. This approach familiarises
learners with the format of the exams and gives them practice in the skills needed to
pass the exams.

MyEnglishLab also contains additional interactive PTE Professional exam practice activities
to help students prepare for this exam. The content and level of the exam tasks matches
the Coursebook so it can also be used as additional revision material.

The Global Scale Thealobalscate of English (GSE) is a standardised, granular scale from 10 to 90 which
of E“gllSh measures English language proficiency. The GSE Learning Objectives for Professional

English are aligned with the Common European Framework of Reference (CEFR). Unlike
the CEFR, which describes proficiency in terms of broad levels, the Global Scale of English
identifies what a learner can do at each point on a more granular scale - and within a CEFR
level. The scale is designed to motivate learners by demonstrating incremental progress in
their language ability. The Global Scale of English forms the backbone for Pearson English
course material and assessment.

10 20 30 40 50 60 70 80 90

+ +

<Al | Al A2 Bl

Learn more about the Global Scale of English at english.com/gse

Business Partner has been written based on these Learning Objectives, which ensure
appropriate scaffolding and measurable progress. Each Lesson outcome in each lesson in
the Coursebook encapsulates a number of specific Learning Objectives which are listed
in this Teacher’s Resource Book in the Teaching notes. These Learning Objectives are also
listed in the Self-assessment sheets available to students in MyEnglishLab. (See also Self-
assessment above in Approach to testing and assessment.)

Course structure  Business Partneris an eight-level course based on the Global Scale of English (GSE) and
representing the CEFR levels: A1, A2, A2+, B1, B1+, B2, B2+, C1.

For the teacher For the student
Y
. /r/ Coursebook with Digital Resources
2 Workbook

> 8 <



2> MyEnglishLab

Business Partneris a fully hybrid course with two digital dimensions that students and
teachers can choose from. MyEnglishLab is the digital component that is integrated with the
book content.

Access to MyEnglishLab is given through a code printed on the inside front cover of this book.
As a teacher, you have access to both versions of MyEnglishLab, and to additional content in
the Teacher’s Resource folder.

Depending on the version that students are using, they will have access to one of the following:

Digital Resources includes downloadable MyEnglishLab includes all of the Digital

Coursebook resources, all video clips, all Resources plus the full functionality and
audio files, Lesson 3 additional interactive content of the self-study interactive workbook
video activities, Lesson 5 interactive grammar  with automatic gradebook. Teachers can
presentation and practice, Reading bank, also create a group or class in their own
Functional Language bank, Writing bank MyEnglishLab and assign workbook activities

and My Self-assessment. as homework.




2 Components for the learner

Coursebook
(with access code for MyEnglishLab)

RNANNN
RANNNY

e Eight units, each containing five lessons
(see pages 2-3 for unit overview)

* Eight Business workshop lessons relating
to each of the eight units

* Aone-page Review per unit to revise key
language and grammar

* APronunciation section which practises
two points from each unit

* A Grammar reference with detailed
explanations and examples

* Videoscripts and audioscripts

* Aglossary of key business vocabulary
from the book

Coursebook video and audio material is
available on MyEnglishLab.

MyEnglishLab digital component

Accessed using the code printed on the inside cover of
the Coursebook. Depending on the version of the course
that you are using, learners will have access to one of the
following options:

Digital resources powered by MyEnglishLab
* Video clips

* Audio files and scripts

* Extra Coursebook activities (PDFs)

* Lesson 3 extra interactive video activities

* Lesson5interactive grammar presentation and practice
* Reading bank

* Writing bank

* Functional language bank

* PTE Professional™ exam practice

* My Self-assessment

* Workbook audio files and scripts

Full content of MyEnglishLab

* Allof the above

* Interactive self-study Workbook with automatic feedback
and gradebook

WO I'kbOO k Workbook

Robert McLarty

RANNN)

¢ Additional self-study practice activities, reflecting the structure of
the Coursebook. Activities cover vocabulary, grammar, functional
language, reading, listening and writing.

¢ Additional self-study practice activities for points presented in the
Coursebook Pronunciation bank.

* Answer key

¢ Audioscripts

Workbook audio material is available on MyEnglishLab.

Business

© Pearson F publishine

> 10 <
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2 Components for the teacher

Teacher’s
Resource Book

Lew nsford

51 ) Partner

R petitine

MyEnglishLab digital component

Accessed using the code printed on the inside

cover of the Teacher’s Resource Book.

Coursebook resources

* Video clips and scripts

* Audio files and scripts

* Extra Coursebook activities (PDFs)

* Lesson 3 extra interactive video activities
for self-study

® Lesson 5 interactive grammar
presentation and practice for
self-study

* PTE Professional™ exam practice

* My Self-assessment: a document that
students can use to record their progress
and keep in their portfolio

Workbook resources

e Self-study interactive version of the
Workbook with automatic feedback
and gradebook

* Teachers can assign Workbook activities
as homework

* Workbook audio files and audioscripts

ActiveTeach

® Teaching notes for every lesson
including warm-ups, background/
culture notes and answer keys
Business brief for every unit with
background information on the
unit topic and explanations of

key terminology; it gives teachers
aninsight into contemporary
business practices even if they have
not worked in these particular

environments.

Teacher’s Resource Book (with access code for MyEnglishLab)

Photocopiable activities - two per unit
with teaching notes and answer keys
Reading bank - an extended reading
text for every unit with comprehension
activities (+ answer keys)

Writing bank - models of different
types of business writing with useful
phrases

Functional language bank - useful
phrases for different business
situations, e.g. meetings, interviews
Videoscripts and audioscripts

NANNN

Teacher’s Book resources
e Alternative video (Unit 4) and extra

activities

Photocopiable activities + teaching

notes and answer keys

Reading bank +answer keys

Writing bank

* Functional language bank

* Digital version of the
Teacher’s Resource
Book

* Digitalversion of the
Coursebook with
classroom tools for
use on an interactive
whiteboard

* Video clips and scripts

® Audio files and scripts

e Extra Coursebook

activities (PDFs)

Tests

Unit tests (PDFs and Word), including
exam task types (BEC, BULATS, LCCI)
Interactive Unit tests, with automatic
gradebook

Tests audio files

Tests answer keys

#



> A unit of the Coursebook

Unit overview page >
(®» Awell-known or provocative quote related to the unit topic is provided as a talking point. There

are suggestions for how to use the quote in the Teacher’s Resource Book notes for each unit.
(@» The Unit overview summarises the contents of each lesson as well as the lesson outcomes.

(3» Content at the back of the book which extends the unit is highlighted: the Business workshop,
Review, Pronunciation bank and Grammar reference.

Customer service

‘Customer
service is not a
department, it's
everyone’s job.

Anonymous

@» Unit overview

7.2

]

74

7.5

@ Business workshop 7: p.100 | Review7: p.110 | Pronunciation: 7.2 Unstressed syllables at the end of a sentence

> 12 <

Airline customer service

Lesson outcome: Learners can use vocabulary related to
customer service.

Hanging on the telephone

Lesson outcome: Learners can use a range of verbs taking
to-infinitive or -ing.

Communication skills: Responding to customer concerns

Lesson outcome: Learners can use a range of expressions to
manage customer relationships and support a colleague.

Business skills: Generating and presenting ideas

Lesson outcome: Learners can use a range of expressions to
generate and present ideas.

Writing: External ‘thank you’ email

Lesson outcome: Learners can write an email expressing thanks.

Video: Customer service in the airline industry
Vocabulary: Customer service
Project: Design a premium service

Listening: Complaint about a service
Grammar: Verb + to-infinitive or -ing
Writing: A complaint on a company forum

Video: Solving customer problems
Functional language: Responding to customer concerns
Task: Deal with customer complaints

Listening: Training day on customer service
Functional language: Discussing and presenting ideas
Task: Generate and present ideas

Model text: A ‘thank you’ email

Functional language: Opening, giving details and closing
a‘thank you’ email

Grammar: some (of), any, all (of), most (of), no, none (of)
Task: A ‘thank you’ email

7.4 Introducing a topic p.117

Grammar reference: p.124




Introduction )|

Lesson1

The aims of this lesson are:

* toengage students with the unit topic through a video based on authentic material.

* to present and practise topic business vocabulary, drawing on vocabulary from the video.
* toencourage students to activate the language they have practised in a group project.

7.1 © Aitline customer service

JMED  Airline customer service

7 Complete the table with the correct word forms.

o Lesson outcome Learners can use vocabulary related to customer service. Verb Noun Adjective
anxiety :
apologise : apologetic
@ Lead-in 1 workin groups. Discuss what represents good customer service for you. Think 3 assistance
about these businesses and other services you know. Use some of the phrases in complain 3
the box below. confidence B
‘ airline bank hotel internet provider online retailer restaurant shop ‘ o |demand demanding/undemanding
empathise g empathetic
it's easy to find what Iwant I trust them  it's easy to get solutions to problems s handling
the staff p p d help help
thequalityis high the serviceisfast the payment systemis clear and easy °
request u
@ VIDEO 2 EI711 Watch the video and put these items in the order they are mentioned. satsfy satsfaction -
a training airline ground staff d researchinto customer needs -
b aspecial mealoffered by oneairline e the philosophy of one low-cost airline * upset upset
¢ airtravelin the past
8 Complete the sentences with the correct prepositions.
3 Watch the first part of the video again (00:00 to 02:23). Complete the summary 1 The getting anxious long queues at check-in
notes about low-cost airlines with one or two words you hear. 2 The arline apologised passengers the delay
b Today the airline industry gives passengers a choice of different levels of customer 3 The cabin crew are available to offer assistance passengers
service. Ryanair is a pioneer of low-cost flight. If you don't want to' , 4 | complained theairline theslomservice
you'll pay for priority boarding and any other * Journalist Siobhan 5 The training session helped staff feel confident handling upset passengers
Creaton says that you get a cheap flight and they get you there safely and usually
) , but the airline is not going to put you n if your flight is 6 We are not satisfied the compensation we received for the delay.
delayed. Low-cost airline Easyjet gives staff in which they roleplay typical
b with mssansf.eyé pagssengers yrospRrhe 9 Discuss the questions.
1 Do you ever get anxious about flying? What do you do to calm down?
2 Have you recently been dissatisfied with a product or service? What and why?

Teacher' resources;
4 Watch the second part of the video (02:24 to 04:12) again. Underline and correct extra activties
the six factual errors in the summary notes about the premium service.
In the premium service segment, airlines remove little extras that passengers ask least
for.For example, United Airlines attracts business-class and first-class passengers with
its faster queue to check in. The company’s CEO says that their research showed that
agood food service was most important for passengers. British Airways distinguishes
its first-class service through an elaborate ritual on board: the British breakfast. For
airlines, things like a big lunch and comfortable bed are ways to make passengers feel 1OA workin groups. Discuss the questions.
more important and better cared for. 1 Lookat the businesses in Exercise 1 again. What are some things
each one might offer as a premiurn service?

) PROJECT: Design a premium service

5 Workin pairs or groups. Discuss these questions. 2 Canyou think of any other types of businesses that offer
1 What pros and cons of the two types of airline did the video mention? a premium service? Do you use any of these services?
2 Which of these would you be prepared to pay more for? Can you add to the list? 3 When would you consider paying more to be a premium
Teacher’s resources: - extraluggageallowance - qualityfoodservice  + hotel room ifyour flight customer?
extra activities N is delayed X . .
+ more comfortableseat - no queuing to board v B Choose one type of business and design a premium

service. Think about some of the items in the box
or use your own ideas.

Vocabulary Customer service
A exclusive goods or services  loyalty cards

6A Match words from boxes A and B to make common adjective and noun . N
personalisation priority services

collocations from the video.

body _business-/first-
exclusive  premium

‘no-frills’  personal B Write a collocation from Exercise 6A next to each meaning. C Present your ideas for a premium service to another group.
priority  VIP very high-quality service What is the best idea each group has?

— things only available to particular people

B

higher standard of seats, food, etc. available on a train, aircraft, etc.

attention boarding class
features flight  language
service  treatment

given special care and respect
getting on the plane earlier than other passengers

own e wN R

giving an individual person special care

- How successfully have you achieved the lesson outcome? Give yourselfa score
from 0 (I need more practice) to 5 (I know this welD),

RLLEEEL T . o (o My Selr-assessmentin MyEnglishLab o reflect on what you have learnt.

(D> The Lesson outcome defines a clear learning outcome for every lesson. Each Lesson outcome
encapsulates a number of specific Learning Objectives for Professional English which are listed in this
Teacher’s Resource Book in the Teaching notes.

Every lesson begins with a short Lead-in activity to engage learners with the lesson topic on a personal
level.

Lesson 1is based on an authentic video of about 4 minutes with comprehension activities.

B Teacher's resources: extra activities Extra activities are clearly signposted. These are PDFs in
MyEnglishLab to display on-screen or print. They can be used to extend a lesson or to focus in more depth
on a particular section.

The main unit vocabulary set is presented and practised in Lesson 1, building on vocabulary from the
video. Extra activities are available in MyEnglishLab.

Follow-up questions provide an opportunity for personalisation.

The Project at the end of Lesson 1 is a collaborative group task with a strong emphasis on communication
and fluency building. It can be done in class or in more depth over several weeks in and out of class.

Q0 @ Q99

Every lesson ends with a short Self-assessment section which encourages learners to think about the
progress they have made in relation to the lesson outcomes. More detailed self-assessment tasks and
suggestions for extra practice are available in MyEnglishLab.

> 13«



Lesson 2 > Reading or Listening

The aims of this lesson are:

* to provide students with meaningful reading or listening skills practice based on engaging, relevant and up-to-date content.

® topresentand practise the unit grammar point, drawing on examples from the text.

* toencourage students to activate the grammar point they have practised through communicative speaking
or writing activities.

o Lesson outcome Learners can use past and present passive forms when speaking and writing.

4.2") online markets

1 Workin pairs. Look at the logos and discuss the questions.

Lead-in
1 What type of sites are they? Match each site with a description.
Lo 2l ] a is a global online auction and shopping site for individuals and small businesses.

lf-_"l':lll\.l-l-rlur i
wbony d

Teachers resources:
extra activities

FT

b is China's biggest e-commerce and shopping website.
is an online food delivery service.

started as an online , it's now the largest online retailer in the USA.
How can an individual earn money using e-commerce websites and apps?

~

Reading Read the article quickly. How many internet sites are mentioned?

Read the headline and the article again and answer the questions.
Whatis a ‘sofapreneur’? Someone who

a earns money online while working from home.

b spends a lot of time sitting on his/her sofa.

¢ runs an online business which sells furniture.

What two employment statistics are mentioned from the USA?
Which two groups have difficulties doing traditional jobs?
Whatis the risk to other small businesses from sofapreneurs?
What does the writer think governments must do? Why?

How does Einar Parker feel about his full-time job?

Why does he enjoy his jewellery business?

Is the writer in general positive or negative about sofapreneurs?

W N

Nouaswn

®

4 Workin pairs and discuss the questions.
1 Canyou think of one more benefit and disadvantage of online marketplaces?
2 Do you think that websites like PeoplePerHour are changing the way companies
employ people?
3 Do you know anyone who sells products or gets freelance work via online marketplaces?

4.2 )| online markets

Grammar Present Simple and Past Simple passive

5A Look at these extracts from the article. What verb forms are the words in bold?

What tense are they?

‘Alibaba is used by hundreds of millions of people around the world.

2
Bl 1y i wasstarted wetve years ago to sell homemade goods.

B Look at sentence 1 again. Which preposition do we use to show who does the action?

=P page 121 See Grammar reference: Present Simple and Past Simple passive

6 Complete the listings on an e-commerce site with the active or present passive
form of the verbs in brackets.

These personalised necklaces

wood. Orders *

Each handmade ceramic Our high-quality cotton These coffee cups and mugs

(deliver) within 72 hours in
the EU.

(make) of bowl* (paint)  Teshirts® " (design) by
by hand. It (print) specially to orderand ~ meand "
(not recommend) to put (dispatch) (pack)in a gift box. If your
them in the microwave, within two days. Just items 2 (need)
oven or dishwasher. . (select)your by a certain date, please
We (ship) size and colour and the words ~ contact me.
worldwide. you’ (require).

Who wants to be a sofapreneur?
By Sarah O’Connor
Alibaba is used by hundreds of

‘millions of people around the world.
Thanks to e-commerce sites like

20 income. Still that is valuable in a world
of weak economic growth, low wages
and insecure employment. In some

this anyone can be an import—export
5 magnate* without leaving the sofa.
Thanks to Airbnb, anyone can be 25

cases, these sites are giving people
who might have difficulties doing a

traditional job a way to carn money,  spoke to Einar Parker, who spent his

a hotel manager. Today there is a
‘growing number of ‘sofapreneurs”
making money from websites like

10 Alibaba, eBay and Airbnb, and many
of them are not even doing it full time.
Freelancer sites like PeoplePerHour
say many of their users are office staff
who log on after work.

15 Itis estimated that one percent of
U.S. adults earn money from these
websites. JPMorgan Chase says of
this group that most of them rely on
the sites for less than a quarter of their

“rich and powerful person in business

20

3

for instance because of health reasons
or caring responsibilities. They can
also offer lower prices to consumers.
However, governments will have
to make sure sofapreneurs cannot
compete unfairly with other small
businesses by simply avoiding tax.
One of the biggest benefits is
the hardest to measure. Many of the
people T've interviewed who sell
products on these sites say that it gives.
them a sense of satisfaction they do
not have in their day jobs. Last year [

40 days working on the production line
atacar seat factory. He began making
jewellery in his spare time and set
up his own shop on Etsy. The site
was started twelve years ago to sell

45 homemade goods. *You don’t think a
ot when you're on an assembly line,
but I've got something to think of,
coming up with ideas,” he explained.
“That is my escape.” Sofapreneurship

0 seems to be making people a little
richer and a little happier, and that is
1o bad thing.

Teacher’s resources:
extra activities

@ Writing

7A Complete the passive sentences with the past or present passive form of the

verbs in brackets.

1 Alibaba (set up) by Jack Ma, who s said to be one of China’s richest
men today.

2 Sellers using Alibaba’s and eBay’s sites (not charge) a commission on
goods sold.

3 Airbnb’s headquarters (base) in San Francisco, California.

4 Hotels (not allow) to advertise rooms on the Airbnb site.

5 Some homes/offices on the website (own) by Airbnb.

6 When eBay (create) in 1995 it (call) AuctionWeb.

7 eBay (buy) by Google in 2016.

8 Very little money (need) to start an Etsy shop online.

B Decide if the sentences in Exercise 7A are true (T) or false (F). Check your answers
on page 129.

8 Work in pairs. Imagine you want to be a sofapreneur. Look at the examples in
Exercise 6 again. Think about what products you could make and sell online
or what services you could offer. Write a short description of your products or
services for an e-commerce site. Write 60 to 80 words.

Self-assessment

(D> The Lesson outcome defines a clear learning outcome for every lesson.
(@» Every lesson begins with a short Lead-in activity to engage learners with the lesson topic on a personal
level. This section includes pre-teaching of vocabulary needed for the reading or listening to come.

(3> The reading text is generally an article, often from the Financial Times. The text focuses on a particular
aspect of the unit topic which has an interesting angle, and it contains examples of the grammar

point presented.

= How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).
- Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

(®» Thereis one grammar point in each unit, presented in Lesson 2. In general a guided discovery (inductive)
approach has been taken to the presentation of grammar. The grammar is presented with reference to
examples in the reading (or listening) text, followed by controlled practice.

(> Discussion questions and communicative practice of vocabulary and grammar is provided in the final
Speaking or Writing section of this lesson.
(&> Every lesson ends with a short Self-assessment section which encourages learners to think about the
progress they have made in relation to the lesson outcomes.

click here for more books

https://t.me/EnglishZoneTextBooks
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Lesson 3 » Communication skills

The aims of this lesson are:

Introduction )|

* tointroduce students to the skills needed to interact successfully in international teams.

* toencourage students to notice different communication styles and the misunderstandings that can
arise as a result, by watching the scripted skills training video.

* to present and practise functional language associated with the communication skillin the lesson.

- COMMUNICATION SKILLS
”’ Responding to customer concerns

o Lesson outcome

Lead-in 1A Thereisa saying in business: ‘the customer is always right’. Work in pairs and
discuss these situations. Is the customer right in each case?

1 Apassenger boards an aeroplane wearing a hat with an offensive slogan on it. Other
passengers complain, and the cabin crew ask the passenger to remove the hat. The
passenger refuses.

Aman orders a meal in a restaurant. The food takes a long time to come, and when it
finally arrives it is cold. The man complains to the waiter.

Awoman goes into a shop to buy a blouse. The shop assistant offers to help, but she
says she s just looking. She tells him to leave her alone. Later she needs help from the
assistant, but he is nowhere to be seen. The woman complains to the store manager.

Learners can use a range of expressions to manage customer relationships
and support a colleague.

~

w

How would you react if you were the:
pilot on the aeroplane?

restaurant manager?

store manager?

nocum

Ga

VIDEO 2A E731 Watch asDaniel talks to Beata and then calls Mateo.
1 Whatis the main issue they need to resolve?
What does Daniel think may be the reason for this?
What alternative reasons does Beata suggest?
Daniel says there are ‘one or two small things' to discuss. How does Mateo respond?

W oawN

Do you think the phone call will go well? Why / Why not?
_ 3

Go to MyEnglishLab for
extra video activities.

©

optionA B 732
option [l 733

>

In small groups, discuss which is the best approach (Option A or B) for Daniel to
take in the phone call with Mateo. As a class, decide which video to watch first.
Option A - Daniel should listen carefully to what Mateo has to say, but not make any
comments about Beata's actions

Option B - Daniel should listen carefully to what Mateo has to say, but make it clear
that he fully supports Beata.

Watch the two videos in the sequence the class has decided and answer the
same questions about each video.

1 What reasons does Mateo give to explain his position on the refrigeration issue?

2 How does Daniel react to Mateo’s arguments about the refrigeration issue?

3 How does Daniel respond to Mateo's criticisms of Beata?

4 What does Daniel promise to do after the telephone call?

5 How many times does Daniel refer to Beata?

4 How do you think Beata and Mateo felt at the end of each sequence? In pairs,
discuss the advantages and disadvantages of Daniel’s different approaches.
Do you think he should have shown his support for Beata? Why / Why not?

5 D734 Watch the Conclusions section of the video and note down the points
the speaker makes about the two approaches.

6 Think about the following questions. Then work in pairs and discuss your answers.
1 Which approach would you prefer to use in such a situation? Why?
2 Whatis one advantage and one possible disadvantage of such an approach?

@ Reflection

7.3 D| Communication skills: Responding to customer concerns | § N-]

Functional
language

o)

Responding to customer concerns

7 use the seven phrases from the video (a-g) to complete the gaps in the table (1-7).
a 1am sure we'll fcome up with a solution]
b [Beatalis correct about that.

¢ |justwant to hear your side of things.

d [Beata] has filled me in on all of the details.

e Letme [dosome calculations and speak
tomy people]

£ [Beatal is absolutely right on this.

g [Please understand] I see your point

A Explaining the reasonforthe |
conversation

1just want to make sure everything is OK.
B Confirmingyoualreadyhave | 2
specificinformation Beata has told me about that

C Supporting a colleague >

1 have to say Beata ls right / has a point].
D Reassuring a customer s

I'm confident we'll come up wiith a solution.
£ Outlining your next step p

FlLgo through all the details / double checkall the data]
with Beata

8A Read the scenario on the left. What can the manager say to respond to the
customer’s concerns? Use phrases from Exercise 7.
Manager: Explain the reason for the conversation
Customer: I think my billis wrong. | told your colleague that he forgot to include
the 10 percent discount.”
Manager: Confirm that you already have specific information.

Customer: “Your colleague said the discount does not apply and that I should speak
to you about this.’

Manager: Support the colleague

Customer: ‘I have to say | am not happy about this situation.”
Manager: Reassure the customer.

Customer: ‘What are you going to do about it?”

Manager: Outline your next step

A customer has asked to
speak to a manager to
discuss a bill, which he/
she feels s too high. The
manager’s colleague has
explained the situation:
the customer has a card
offering a 10 percent
discount, but it does not
apply to this product. The
manager phones the
customer.

Teacher’s resources:
extra activities

B Workin pairs and roleplay the phone call. y

2

@ 9A Workin groups of three. Turn to page 130 and choose one of the scenarios.
Decide who will take the roles of the manager trying to control the situation,
the unhappy customer and the observer.

B Read the complaint for the scenario you have chosen and the instructions
for your role.

C Roleplay the telephone conversation between the manager and the
customer. If you are the manager, try to uses phrases from Exercise 7.

D When you have finished, decide if the customer is now satisfied. Listen to the
observer’s feedback. Discuss what went well, what didn’t go well and how
you can improve next time.

- How successfully have you achieved the lesson outcome? Give yourselfa score
from 0 (I need more practice) to 5 (I know this well),

RLLEEESL T | G (o My Self-assessmentin MyEnglishLab o reflect on what you have learnt.

>»713<«

(D» The Lesson outcome defines a clear learning outcome for

every lesson.

Every Communication skills lesson begins with a short Lead-in
activity to engage learners with the lesson topic on a personal
level and to set-up the video which follows.

(G» The Communication skills training video introduces learners
to the skills needed to interact successfully in international
teams, with people who may have different communication
styles due to culture or personality. There is a storyline
running through the eight units, with the main characters
appearing in different situations. Note: Each clip, however, can
be watched separately and each lesson done independently
without the need to watch the preceding video clips.

(®» In each Communication skills lesson, you will:
a watch aset-up video which introduces the main characters
and challenge of the lesson;
b watch the main character approach the situation in two
different ways (Options A and B);
¢ answer questions about each approach (Option A and
Option B) before watching the conclusion.

>

(®» students work alone on a short reflection activity. The
approach to this reflection activity may change to suit each
lesson. Theidea is to encourage students to think about
communication styles and their implications.

(&» The lesson to this point works as a standalone lesson for
teachers who have a limited amount of time to work on
communication skills. In other teaching situations, the lesson
can be extended using the activities on functional language.

(@» This page presents and practises a set of useful functional
language from the video in the Communication skills lesson.

D Teacher's resources: extra activities  The optional
extension activities for this lesson provide controlled practice
of the functional language.

The lesson ends with a collaborative group task designed to
practise the functional language and the communication
skill presented in the lesson. There is a scenario or scenario
options which pre-work students can relate to, as well as

an element of personalisation in the scenario to help with
mixed-ability classes.

Every lesson ends with a short Self-assessment section which
encourages learners to think about the progress they have
made in relation to the lesson outcomes.

>15«C
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Lesson 4 > Business skills

The aims of this lesson are:

* to give students exposure to a functional business skill or sub-skill using a listening comprehension,
encouraging them to notice successful and unsuccessful techniques.

* to present and practise relevant functional language drawing on examples from the listening.
* toencourage students to activate the skill and language they have practised by collaborating on a group task.

7 4) BUSINESS'SKILLS . . 7.4 | Business skills: Generating and presenting ideas
; Generating and presenting ideas

@ Functional Discussing and presenting ideas

language 5A Match the beginnings (1-10) with the endings (a-j) to make sentences
from the audio.

o Lesson outcome Learners can use a range of expressions to generate and present ideas.

1 Wethinkthe firstthingweneed  a aword or phrase, and then simply writing
todoisto down all the ideas that come from that phrase.
So we should brainstorm make lists.

We suggest everyone needs to we really think through the issues.
getinto the habit of carrying a small notebook.
Another way is to use the recorders on our smartphones.
Thething is, it's got to be easy, as many ideas as possible, and write them
Our team would like to push the alldown.
idea of mind mapping
Basically, starting with
Soit’sabit like i brainstorming, which the first group
Our team came up with the idea mentioned.
10 What we want to do is make j ofvisualisation.
sure that

otherwise we won't doiit.

B Look at the words in bold in the sentences in Exercise 5A. Which phrases
introduce the idea, and which can be used to add a comment or explanation?

C Turn to the audioscript on page 150 and find more phrases to add to the
categories in Exercise 5B.

6 Here are some opening statements about customer service. Use the phrases in
@ Lead-in 1 workinsmall groups and discuss the questions. Then share your ideas with Exercise 5ito add your own comments or explanations.
the class. 1 We think thatitisimportant to have competent staff.
Why is it important for businesses to be good at generating ideas? 2 Thefirst thing we need to do is to make sure that we offer a premium service.
Whose responsibilty s it to generate ideas: managers, staff or both? 3 We like the idea of giving the customer VIP treatment.

) . 4 Our team would like to push the importance of good communication.
Listening 2A <704 A group of employees are attending a staff training day on customer D Teacher's resources: o i i
service. Listen to the manager introducing the session and answer the questions. extra activities = page 117 See Pronundiation bank: Introducing a topic
According to the manager, when do we have ideas?
@) What happens to most ideas? Why?
What does the manager want to o in this meeting? Why?
What must the group come up with?

challenge which is common to everybody. Choose
Complete the text using the words in the box. Then listen again to check. @ one of the topics in the box, or use your own ideas.

‘ enough generate lose share ways

7 A You are going to discuss ideas to solve a problem or

1 You have too much work.

2 You have noidea about future jobs.
So | want to hear your ideas about how we can more ideas, and how we can 3 You don't have enough money.

’ them with each other. But it’s not *, just to have good ideas. 4 Your classes are too large.

What | want to do in this session is to brainstorm®______ we can capture those ideas 5 You have a poor wifi connection.
to make sure we don't them.

B Workin small groups. Choose two techniques which you can
use to generate ideas to deal with your problem or challenge.
The techniques don’t have to come from this unit, but it’s
. B N B B B B important that everybody in the group understands how they work.
AA 4705 Listen to six people presenting their team’s ideas. Which techniques K N )
(if any) have you already discussed? C Use the techniques to generate and discuss your ideas. Make sure you
capture your ideas so that you can explain them later.

3 Workin small groups. Discuss ways to generate ideas and how to capture them
and not lose them. Then discuss your ideas as a class.

B Listen again. Tick the techniques which talk about ways to capture or record ideas.
1 brainstorm 4 roleplay

2 usea 5 E Reflect on the process you have just followed. Which technique did you prefer, and why?
Discuss what went well, what didn’t go well and how you can improve next time.

D Present your ideas to the class. Try to use phrases from Exercise 5.
diagram

3 mind mapping 6 play devils advocate

C Work in pairs. Use the words and phrases on the left to make short notes about
each of the techniques in Exercise 4B.

+ How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well.

Self-assessment - Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

(D> The Lesson outcome defines a clear learning outcome for every lesson.

(@» Every Business skills lesson begins with a short Lead-in activity to engage learners with the lesson topic
on a personal level.

An original listening comprehension introduces the business skill and related key techniques and key
functional language.

Listening comprehension activities check that students have understood the meaning of key concepts or
vocabulary, and move on to listening for detail.

The section on Functional language offers presentation and practice of a set of useful functional
language related to the business skill of the lesson. The language exponents come from the audioscript,
and common tasks include gap-fill activities.

(©» [P Teacher's resources: extra activities The optional extension activities for this lesson provide

@

controlled practice of the functional language and additional listening practice using the lesson listening
text.

The lesson ends with a significant collaborative group task to practise the target business skill and
provide an opportunity to use the functional language presented. A scenario or several scenario options
are provided to help with mixed classes, and often include an opportunity for personalisation.

Every lesson ends with a short Self-assessment section which encourages learners to think about the
progress they have made in relation to the lesson outcomes.



Lesson 5

Writing

The aims of this lesson are:

Introduction )|

* to present and practise a specific aspect of business writing, focusing on either genre, function or register.
* to present and practise relevant functional language, drawing on examples from the model text.

>
>

€ 0>

WRITING
75) External ‘thank you’ email

o Lesson outcome Learners can write an email expressing thanks.

@) Lead-in

Functional
language

D Teacher’s resources:
extra activities
D The email contains
examples of some (of), any,

all (of), none (of). Go to
MyEnglishLab for optional
grammar work

@

Self-assessment

1A Read the ‘thank you’ email and choose the correct options in italics.

Dear Glen,

I'am writing to thank you and your staff for the excellent service you

provided / produced organising our trade conference last week.

The happening / event ran very smoothly thanks to the hard work of all your
staff. | would also like to %express / say our appreciation for the prompt way in
which your staff *dealt / handled the problems there were with some of the
catering facilities. Your customer service team ®responded / replied to the
difficulties quickly and none of our guests realised that anything was wrong. In
fact, they seemed to be able to édeal / handle with any problems that came up.
We will certainly use your company again in the future and have already
proposed / recommended you to other business contacts.

| would like to thank you and your staff once again and | look forward to
working with you in the éclose / near future.

Kind regards,

Franz Benheim

B Work in pairs and check your answers.

2 Complete the table with the words in the box.

appreciated definitely helpful much once recommended replaced smoothly
sorted take wanted writing

‘ Beginning Details Closing
lam? to thank you for | The conference ran very We will . use
your help €. . your company again in the
Thank you very 2 for | Yourstaff? out | future
your help ... the problems very quickly. We have already
Iwould like to> this | Your customer service team | - you to other
opportunity to thank you for .. were very® companies.
We really allyour | You®. the Thankyou *?
hard work damaged goods immediately. | 3gain for allyour hard work.

1° you to know how
much we appreciate your work

=P page 124 See Grammar reference: some (of), any, all (of), most (of), no, none (of)

3A Turn to page 132 and read the short thank you email. In pairs, decide how you

could improve it.

B Your company bought some new computers but some of them did not work properly.
You were very happy with the way the company dealt with the problem. Write an
email thanking the supplier. Use the notes on page 132. Write about 140 words.

C Exchange emails with your partner. In what ways is your partner’s email different
from yours? Having read your partner’s email, how would you improve yours?

+ How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

The Lesson outcome defines a clear learning outcome for
every lesson.

Every Writing lesson starts with a writing model with an
associated task. The task often requires students to notice
or do something with the language within the model text.
In specific cases, this section may also include an element
of listening, if for example the writing skill refers to ‘taking
notes from a phone call or presentation’, or ‘summarising
what a speaker or colleague says'".

The functional language is presented in a table
summarising useful language associated with the target
writing skill, and includes a related activity. The table

is likely to be categorised according to the different
sections of the writing model. Tasks include completing
exponents in the table or identifying which ones are
formal and informal.

O

62

Q@

D Teacher’s resources: extra activities The optional
extension activities for this lesson provide controlled
practice of the functional language.

D The summary contains examples examples of some (of),
any, all (of), none (of). Go to MyEnglishLab for
optional grammar work.
There is a signpost to the optional second grammar point.
Some examples of the target language point are included in
the writing model. The teacher’s notes include instructions
to focus students on the examples before directing them to
the activities in MyEnglishLab if they choose to do so.
The lesson ends with at least two writing tasks, from
controlled to freer practice.
Every lesson ends with a short Self-assessment section
which encourages learners to think about the progress they
have made in relation to the lesson outcomes.

>17 K



Business workshops >

The aims of the Business workshops are:
* tosimulate a real-life professional situation or challenge which is related to the theme of the unit.
* to provide multiple opportunities for free, communicative practice of the language presented in the unit.

BUSINESS
WORKSHOP

o Lesson outcome

Background 1 Read the background and answer the questions with a partner.
1 What does HappyPure make?

L i d devise a marketing strategy.

4 What are HappyPure’s future plans?

2 Whosstarted the company and why? 5 What kind of hand-made products have
3 Who are HappyPure's main customers you used in the past?
at the moment?

BACKGROUND

N\
3
Going global - 2A #£BW401 Listen to the first part of a radio interview with a Global Supply
what you need Chain Management Expert. Tick () the things he mentions.
to know

[ keeping costslow (] customerservice [ cross-cultural problems
[ delivering goods [ setting up anew business

B Listen again and complete these notes.

Key factors for going global
+ having an efficient and " supply chain
+ supply chain mustn't be and difficult to control

@ « supply chain needs to support both new and customers

3A #BW402 Listen to the second part of the interview and answer these questions.
1 Why does Greg mention horse meat? 2 What does he say about Google?

B Listen again and complete these notes.

Things to consider

- production increases, cost of ' , transport, payment terms,
currency, amount of 2 neede

- different laws

+ product* must remain high

Global success depends on

Teacher's resources: + learning quickly and being®
‘extra activities

>9%<

Supply chain 4A €8w40: Listen to the expert talking about a simple supply chain model
and complete the diagrams below.

1 Supply chain for organic apple juice start-up

§ :local and ‘ + friends
B : : Walter and®

2 Supply chain for expanding apple juice company

. s

new new warehouse and

“ g online

0

retailer

B Work in pairs or small groups. Look at the problems below and indicate where
they might occur in the supply chain.

1 stock running out 4 increase in costs
2 poor-quality product 5 customers can'tfind product in shops
3 production delays 6 online order deliveries delayed

Market research 5 workin pairs. Discuss what kind of skincare products are popular in your
country with both men and women. Consider why they are popular and who
the target markets are. Do both men and women use skincare products?

6 Work in small groups. Discuss what research you think Isabella needs to do
before selling into new markets. Consider these points and try to add at least

four more of your own.
Teachers resources: + rules and regulations / legal system + marketing
extra activities + potential customer base « shipping costs

TASK
Choose a market
for a global

strategy

7 A Work in pairs or small groups.
Student/Group A: Look at the market research notes for India on page 135.
Student/Group B: Look at the market research notes for Russia on page 136.

+ Exchange information about the two markets.

«+ Study the information together and discuss how HappyPure meets the
market demands.

+ Consider the potential difficulties of selling to those markets.

«+ Discuss what HappyPure must do now if it is serious about
going global.

B Workin two groups with people from both A and B. Hold
meetings to come up with a strategy for HappyPure to go
global. Here is the agenda.

+ Which market should HappyPure enter India or Russia?

+ What changes will the company have to make to go global?
+ Manufacturing

+ Pricing

+ Branding and marketing

+ Next steps / action points

C Share the results of your meeting with another group.
Did you come to the same conclusions?

N

How jeved the lesson outcome? Give y ascore
from 0 (I need more practice) to 5 (I know this well).
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Teacher’s resources:
extra activities

Self-assessment

(O» The Lesson outcome defines a clear learning outcome for every lesson.
(@» The workshop begins by providing some background information on the company and the situation or

challenge the scenario focuses on.

(B> Inunits where Lesson 2 contains a reading text, the Business workshop contains a significant listening
section, as in Business workshop 6 here. Where Lesson 2 contains a listening, the Business workshop

contains a reading text.

(®» This section includes an activity to check understanding.

(5> Thetaskis a practical, collaborative task which addresses the challenge set out in the background
section. It focuses on speaking, but usually also includes an element of writing. The Business workshops

provide a good variety of output task types.

(®» Every lesson ends with a short Self-assessment section which encourages learners to think about the

progress they have made in relation to the lesson outcomes.
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Extra material >

Extra Coursebook activities (PDFs)
> go to MyEnglishLab, Teacher’s Resources

Photocopiables (PDFs)
> at the back of this Teacher’s Resource Book, and on MyEnglishLab, in the Teacher’s Resources

Resource Bank: Reading bank, Writing bank, Functional language bank (PDFs)
> at the back of this Teacher’s Resource Book, and on MyEnglishLab, in the Teacher’s Resources

Unit tests, with audio files and answer keys (PDFs and Word documents)
> go to MyEnglishLab, Teacher’s Resources; also available as Interactive tests




Career choices

Unit overview

Lead-in
Video

Vocabulary

Project

Lead-in

1.2>

Careers advice Listening

Grammar
Speaking

lj ) Lead-in
Communication T
skills: Building ideo
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language
Task
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Task
1 5 ) Lead-in
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Global recruitment ..
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CLASSWORK

Students discuss the importance of life skills.

Students watch a video which presents a quide to the skills and
qualities needed to get a job and to survive once in the job market.

Students look at vocabulary that describes professional skills that
can be transferred from job to job as they move up the career ladder.

Students research a job and identify the skills needed to do it, then
use the language they have studied in this lesson to write a job
description.

Students talk about social media platforms.

Students listen to a phone-in programme host give advice about how
to create an effective online profile and look at transferable skills.

Students look at whether or not a programme host’s advice was
useful.

Students learn how to give advice and make suggestions.

Students practise using the language of giving advice and
suggestions.

Students explore ways of building rapport when they meet
someone for the first time.

Students watch a video about ways of building rapport when
meeting people for the first time.

Students reflect on the conclusions from the video and discuss
their own approach to first-time meetings.

Students look at questions that are commonly used when we meet
people and help to build good working relationships.

Students practise the functional language from the lesson by
having a conversation and trying to build rapport with a partner.

Students discuss careers events and tips for how to prepare for
them.

Students listen to a recruiter giving advice about networking at
a careers event.

Students look at useful phrases for talking with other people.

Students practise the functional language and ideas they have learnt
about starting and finishing conversations and showing interest

Students look at how we introduce ourselves to new colleagues in
an email, and also at formal and informal language.

Students look at both formal and informal phrases for a written
self-introduction.

Students write an email of self-introduction.

Students read a job listing and online candidate profiles.
Students listen to initial job interviews.
Students write an online professional profile.

Students discuss job candidates.

FURTHER WORK

MyEnglishLab: Teacher’s resources:
extra activities

Pronunciation bank: p.114 Word
stress

Teacher’s book: Resource bank
Photocopiable 1.1 p.132

Workbook: p.4 Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities; Reading bank

Grammar reference: p.118 Advice
and suggestions

Pronunciation bank: p.114 Voice
range

Teacher’s book: Resource bank
Photocopiable 1.2 p.133

Workbook: p.5 Exercises 1-3, p.6
Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities; Interactive video
activities; Functional language bank

Workbook: p.7 Exercise 1

MyEnglishLab: Teacher’s resources:
extra activities; Functional
language bank

Workbook: p.7 Exercises 2 and 3

MyEnglishLab: Teacher’s resources:
extra activities; Interactive grammar
practice; Writing bank

Grammar reference: p.118
Adverbs of degree

Workbook: p.8 Exercises 1 and 2

MyEnglishLab: Teacher’s resources:
extra activities




Business brief

Career choices and
your students

Teacher’s notes p|

The main aim of this unit is to introduce students to the concept of a career ladder.

A career ladder is the progression from an entry-level job to positions of higher pay,
increased skill and more responsibility. Every field has a career ladder. In construction,
workers might start out doing unskilled labour such as moving materials from place to
place, but then progress to more skilled work such as using power tools and eventually to
leading groups of other workers. In banking, workers may start out as clerks or
phone-banking personnel and eventually move into positions of management.

The first step on the career ladder is education. At school, students learn transferable skills -
planning and organisation, using maths, working in a team and so on. These are skills that are
usefulin almost any job and can be taken from education into work and from one job to the
next. People usually continue to develop transferable skills as they move up the career ladder.

People often seek careers advice before leaving school. A good careers advisor can discuss
work and educational possibilities. A student who does not enjoy academic work and is
keen to enter the workforce and start earning might be guided straight into the job market
or encouraged to take a vocational-technical course that focuses on skilled work such as
hairdressing, plumbing, operating machinery or working in food service. Other students
may choose to follow an academic path, studying for a bachelor’s degree at university and
then entering the job market or continuing on for even further study, with

a master’s or doctoral degree.

In the past, a career ladder could often be climbed within a single company, in a position of
lifetime employment. However, around the world, the portfolio career is becoming more
common. Rather than having a traditional full-time job with a single employer, many
workers today work in multiple part-time jobs, including freelancing or temporary jobs,
which, when combined, are the equivalent of a full-time position, but with more variety
and flexibility.

Whichever career path your students are on, they should be aware of the benefits of
developing transferable skills and of seeking careers advice. Communication skills such as
building rapport at first meetings by using a range of appropriate questions, recognising
verbal and non-verbal techniques for building rapport and being able to start, close

and show interest in face-to-face communication are essential. Writing skills such as
introducing yourself in an email are also important and transferable.

Itis important that students are aware of the concept of a career ladder and of transferable
skills. Itis important for pre-service students to understand that the skills they are
developing in their education will be useful at work no matter which field they choose to
work in. It is especially important for them to understand that although they may think
they are headed in a certain direction now, they may end up somewhere unexpected - but
still be able to make use of the skills they have developed.

click here to download more books https://t.me/EnglishZoneTextBooks
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Unit lead-in

Elicit a brief description of the photo (hot-air balloons floating
over mountains) and look at the quote with the class. Ask: What
is the connection between balloons and a career? (\When you
develop the right skills and experience, your career can ‘take
off like a balloon and carry you up to where you can see more
of the world. We describe successful people as high flyers.)
Check that students understand attribute (a quality or feature,
especially one thatis considered to be good or useful) and
sector (a part of an area of activity, especially of business, trade,
etc.). Ask: How can we say this in simpler words, as advice? On
the board, write: Workers should ... and elicit ways to complete
the sentence, e.q. learn skills they can use in many different
types of work so they can get better jobs. Say: We're going to
learn more about these skills and qualities in this unit.

1.1 > Transferable skills

« Canunderstand alarge part of avideo on a work-
related topic.

+ Canuse language related to aptitude, ability,
knowledge and skills.

« Cantalkabout skills needed to do tasks or jobs.

 (Cangive examples to demonstrate skills for the
workplace.

« Candiscuss how to develop skills.

« Canexpress opinions using simple language.

 Canwrite descriptions of familiar job roles and
responsibilities.

Warm-up

Write the following question on the board: What are you
good at? Say a couple of things you are good at, e.g. I'm
good at speaking English. I'm good at playing a game).

On the board, write: Skills and underneath write speaking
English, playing Candy Crush Saga. Elicit skills from a few
students and accept any answer as long as it’s a skill

(e.g. skiing, playing the guitar, cooking).

Lead-in
Students discuss the importance of life skills.

1 Go through the words in the box before students begin
and get them to check the meanings of any unknown words
in a dictionary. Students do the exercise individually, then, as
feedback, go through the list quickly and ask students to raise
their hand if they ticked a word.

2 Students do the activity in pairs. During the activity, help
each pair as necessary. As feedback, ask a few groups to share
their answers to question 2.

Video

Students watch a video which presents a guide to the skills
and qualities needed to get a job and to survive once in the
job market.

3A Tell students they are going to watch a short video about

skills that are useful when you climb the career ladder. Explain
the meaning of career ladder: the progression from an entry-
level job to positions of higher pay, increased skill and more
responsibility. Ask them if any of the skills you discussed in the
warm-up can be applied to a range of tasks and roles. Then
get them to discuss the question in pairs. During the activity,
monitor and help each pair as necessary. As feedback, ask each
pair to share a couple of answers with the class. At this point,
accept any reasonable answer. The answers from the video are
in the key for Exercise 4A.

38 Bl 111 Thevideo mentions twenty different skills,
abilities and qualities. The idea behind this flow of exercises is
that students almost certainly will not in Exercise 3A name the
exact twenty skills and characteristics that are in the video. In
this exercise, they are just listening for their own ideas from
Exercise 3A to be mentioned.

Play the video. Encourage students to listen just for the
information they need to complete the task. Ask them to raise
their hand each time they hear one of the skills they talked
about in Exercise 3A. After watching the video, ask them to
share some of the skills that were mentioned. At this point,
accept any reasonable answers. The answers from the video are
in the key for Exercise 4A.

4a B 111 Before playing the video again, ask students
to read the three questions. Play the video. Consider pausing
the video briefly sometimes after answers are given, to allow
students time to process the information and make notes.

1 the ability to work in teams / be a good team player, the
ability to work well with other people, passion about
the topic, the ability to think outside the box, the ability
to set goals you can achieve, flexibility, critical thinking,
problem-solving, communication skills, honesty,
enthusiasm, being genuine, being authentic, working
hard, determination, integrity, ability, being motivated,
having a can-do attitude

2 in person, on paper, one-to-one, in small groups, in large
groups

3 have skills that you can transfer from one job to another,
be a good team player and don’t forget that employers
look at the person behind the resume

4B Students discuss their answers in pairs. Then check answers
with the whole class.

Possible answers

lazy, dishonest, negative, not motivated / unmotivated, not

a good team player, not able to set goals (You may wish to
call attention to the negative forms of some of the adjectives:
dishonest, unmotivated, unable to think outside the box.)

Extra activities 1.1

A This activity gives further practice of key vocabulary
from the video. Ask students to complete it individually,
then check answers with the class. Alternatively, play the
video for students to check their answers individually.

1 performance 2 skills 3 tasks 4 teams
5 movement 6 person 7 skillset 8 teamworking




B 111 Studentsdothis individually orin pairs.

1 tasks 2 performance 3 teams 4 teamworking
5 movement 6 skillset 7 person 8 skills

5 Put students in pairs or small groups to do the exercise. If
they need help to get started, give an example or two using
your own experience, e.qg. As a teacher, | need to be a good
team player. | work closely with the other teachers and with
the management to plan classes, organise activities, track
students’ progress and so on. Check answers with the class.

Vocabulary: Transferable skills

Students look at vocabulary that describes professional skills
that can be transferred from job to job as they move up the
career ladder.

6 Explain that the words and phrases from the video are used
to describe people. Note that the video says think outside of
the box although the more usual expression is think outside
the box (see Notes below). Ask students to match phrases 1-4
with the best description, then check answers as a class. Do the
same again with words/phrases 5-8.

1d 2b 3a4c5f6g7e 8h

Notes

The expression think outside the box refers to the ‘nine
dots puzzle’, which was popular with management
consultants in the 1970s and 80s. It featured a grid of
nine dots. The puzzle was to draw four straight lines
that connected all

nine dots without

lifting your pencil. This

required making lines

outside of the box

formed by the dots. This

is one of many possible

solutions:

7 Put students in pairs and ask them to complete the tables.
Go through the answers with the whole class.

1 adaptable 2 flexibility 3 motivated 4 confidence
5 dependable 6 resourcefulness 7 independent

8 ambition 9 passionate 10 enthusiasm 11 honest
12 authenticity

8 Tell the class that this is an opportunity to learn more
vocabulary for describing transferable skills. Ask them to do the
exercise in pairs or small groups. If possible, get them to stand
and write their ideas on the board.

Teacher’s notes )|

Possible answers

1 able to manage time well, able to lead others, able to
meet deadlines, friendly, able to listen well, careful, able
to write well, patient, hard-working

2 able to manage time well: get to class on time with work
complete; able to lead others: join student government,
become a sports team captain; able to meet deadlines:
hand in work on time; friendly: become socially involved;
able to listen well: pay attention to other people in
groupwork situations; careful: complete assignments
well by following the instructions; able to write well:
write and edit papers; patient: keep working until you've
mastered the material, when working with groups, give
others time to understand; hard-working: do your work
completely and on time

Extra activities 1.1

C Get students to do this individually as a quick
vocabulary quiz. You could get them to compare answers
in pairs before checking answers with the class.

1 flexible 2 critical thinking 3 communication
4 independent 5 confidence 6 adaptable

7 Dependability 8 passionate 9 integrity

10 critically 11 setgoals 12 can-do attitude

Pronunciation bank
p.114: Word stress

Warm-up

Write flexible and communication on the board.
Get students to say the words and ask: Which
syllable is stressed? Elicit the first syllable in
flexible and underline it on the board. Elicit

the fourth syllable in communication and
underline it on the board. Refer students

to the explanation in the box and drill the
pronunciation of performance.

1 Ask students to complete the exercise individually
and then compare answers in pairs. Do not confirm
answers yet as students will check them in the next
exercise.

1 passion, people 2 confident, flexible

3 computer, resourceful 4 adaptable, reliable
5 independent, motivation 6 adaptability,
dependability

2 #>P101 Play the recording for students to check
their answers. Then play the recording a second time
for students to listen and repeat.

3 Putstudents in pairs and ask them to do the
exercise. During the activity, monitor to check that
students are using the correct word stress.
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Project: Writing a job description
Students research a job and identify the skills needed to do

it, then use the language they have studied in this lesson to
write a job description.

9 Go through the words in the box before students begin and
get them to check the meaning of any unknown words in a
dictionary. Working in pairs or small groups, students think

of a few transferable skills that would be useful for each job.
During the activity, monitor and help each pair as necessary. As
feedback, ask a few groups to share their answers with the class.

Model answer

personal trainer - needs to meet students (be friendly,

be confident), explain exercises, lead classes (be confident,
be dependable), work with many different types of people
(be flexible, motivate people), keep fit (set goals, be
hard-working)

10A Students do the exercise in pairs. For a model answer,
see Exercise 9. During the activity, monitor and help each pair
as necessary.

108 Put students in pairs to write a job description. For
stronger classes, ask students to do this individually. It may be
assigned as homework.

Model answer

Wanted: Personal trainer

We're looking for a friendly, confident personal trainer. You
should be dependable and flexible and also hard-working
and able to set goals. Responsibilities include meeting
students, explaining exercises and leading classes. You
need to keep fit and be able to work with many different
types of people.

10c During the activity, monitor and help each pair as
necessary.

10D After students have checked each other’s work, if there is
time, put the corrected job descriptions on the wall. Take a poll
to find out which of the jobs is the most attractive.

MyEnglishLab: Teacher’s resources: extra activities
Pronunciation bank: p.114 Word stress

Teacher’s book: Resource bank Photocopiable 1.1 p.132
Workbook: p.4 Exercises 1-3

1.2 > Careers advice

GSE learning objectives

+ Canunderstand the main points of a simple podcast.

« Can make suggestions using what about / how about
with verbsin the gerund.

« Can make offers and suggestions with Why not / Why
don‘t you/we ...?

« Can make offers and suggestions using could.

 Can make negative suggestions with Let’s not.

+ Cangiveinformaladvice on everyday matters, using
arange of fixed expressions.

+ Canidentify the main points in a work-related meeting
on a familiar topic.

Warm-up

Ask: What's a good job? What's your dream job? Accept
any answer and help the class with words for jobs they
want to talk about but may not know. If they are not sure,
suggest doctor, lawyer, CEO and film star to get them
started.

Lead-in
Students talk about social media platforms.

1 Write social media platform on the board and ask students
for one or two examples (see Notes below). There is a list of
platforms in the answer key to Exercise 1, question 1. Get
students to work through the four questions in pairs or small
groups, then share answers as a class.

1 Possible answers: Twitter, Facebook, WhatsApp, WeChat,
Skype, QQ, LinkedIn, Instagram, Tumblr, Snapchat, Reddit

2 Employers may use social media to advertise jobs.
People looking for work may try to find jobs on social
media. Employers may try to use social media to find out
about a job applicant’s background.

3 a person’s name, location, work experience, education
and a profile statement

4 Too much personal information, embarrassing photos,
anything that makes you look bad. These things may
damage your chances of getting a job.

Notes

Online social networking began in the 1970s, when
very early users of the internet created the first multi-
user chatrooms - online forums where people could
share messages with groups of people. However, the
launch of the first social networking website as we
know them today wasn’t until 1997. It was called
SixDegrees.com and it ran until 2001. The following
year, the business-oriented social network LinkedIn was
launched, followed by Facebook in 2004 and Twitter
in 2006. Since that time, online social networking has
become an increasingly important part of working life.




2 Students do the exercise in pairs and then share answers
with the whole class. If you think your class may not have
received formal careers advice, point out that most people have
received some kind of advice from a family member or friend

at some point. This could be something as simple as someone
saying, ‘You should study law. Lawyers make a lot of money!

Listening

Students listen to a phone-in programme host give advice
about how to create an effective online profile and look at
transferable skills.

3 Askstudents to read the sentence and the two questions,
then discuss them in pairs or small groups. During the activity,
monitor and help each pair or group as necessary. Any answer
is acceptable at this point, but note that Jenny’s actual advice is
summarised in the Exercise 4 answer key.

4 4101 Gothrough theinstructions with students, then
play the recording. Share answers as a class.

The host recommends that the caller avoid over-used
adjectives to describe himself, and instead show what'’s
special about himself by giving details of experience.

5 €101 Tellstudents to read the true/false questions
and try to answer the questions from memory. Then play the
recording again and get students to check which sentences
are true or false. During the activity, monitor and check the
answers. Play the recording again if necessary.

1F 2F 3F 4T 5T 6T 7F 8T

6 Students do the exercise in pairs. If they need help to get
started, give them some examples, e.q. /'m on a basketball
team. That shows I’'m a team player. | use a spreadsheet to do
my personal financial planning. That shows I'm good with
computers. | help plan activities for my local theatre group.
That shows I'm organised.

Extra activities 1.2

A €101 Thisactivity gives further practice of
vocabulary from the recording. Get students to complete
the exercise individually and then check their answers in
pairs before class feedback.

1 graduate 2 interview 3 website 4 standout
5 profile 6 solving 7 issues 8 deal with

Grammar: Advice and suggestions

Students learn how to give advice and make suggestions.
7A You could do this as a quick whole-class exercise, checking
answers as you go along.

1 Why nottry 2 Whydon‘tyou 3 How 4 should
5 could 6 ought

Teacher’s notes p|

78 Give students two minutes to identify the verb forms that
come after the expressions of advice or suggestion. If they need
help, write bare infinitive on the board and ask them to say
which sentences use it (2, 4, 5). Then elicit the other two forms:
-ing (1, 3) and to-infinitive (6).

bare infinitive (2, 4, 5), -ing (1, 3), to-infinitive (6)

7¢ Get students to do this exercise individually. During the
activity, monitor and help as necessary. When students have
finished, get them to check answers in pairs.

1 send 2 settingup 3 research 4 making 5 tospend
6 think 7 asking

8 Refer students to the Grammar reference on page 118. Give
them a few minutes to do the exercise individually. Monitor and
if students are struggling with any of the items, write them on
the board and go through them with the whole class.

1 You shouldn’t e use words that explain the obvious -
like hard-working.

2 Why don’t you tryifg giving more details about your
IT skills?

3 Shettdyot You should show your transferrable skills
rather than explaining them.

4 What about joining some online groups to make more
contacts?

5 Why not te try writing a blog about your experience?

6 You could dotrg some volunteer work, then add it to
your profile.

7 How about te+netude including more information about
your hobbies?

8 You ought to give some information about the
languages you speak.

Extra activities 1.2

B This activity gives further practice in the grammar of
advice and suggestions. Get students to complete the
exercise individually and then check their answers in pairs
before class feedback.

1 Why don’t you try making more online
connections?

2 How about sending a message to one of your
contacts?

3 You shouldnt update your status too often.

4 Why not post some information about your
English studies?

5 What about adding some details about your
artistic ability?

6 You could try asking your online connections for
advice.

7 Why don’t you consider doing an MBA?

8 You should keep in touch with your university
colleagues.
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Listening

Students look at whether or not a programme host’s advice
was useful.

9 %102 Explainthat a few weeks after the callin
Listening 1, the caller phones again to tell Jenny how well her
advice has worked. Get students to read the questions. Then
play the recording. Answer the questions as a class.

1 Yes, it was useful. The caller got four job interviews and
two job offers.
2 He can't decide which job offer to accept.

10A €102 Getstudentsto do the exercise individually.
Play the recording again and check answers with the class.

1c 2a 3f 4b 5d 6¢e

108 Do the exercise with the whole class or get students to
work in pairs asking and answering the questions.

1b 2d 3a 4f 5e 6¢C

11A Get students to do this exercise in pairs. During the
activity, monitor and help as necessary. Don't share answers
with the class yet, as that will be part of Exercise 11B.

Possible answers

What would you spend the money on if you took the
highly paid job? Would the highly paid job take all of your
time or would you have time off to enjoy the money? Do
you like expensive things - cars, holidays and so on? Could
you take the highly paid job until your loans are paid off,
then change to a more exciting job?

11B Explain that the purpose of the exercise is to continue the
conversation between Jenny and the caller. During the activity,
monitor and help as necessary. Have each pair share their
conversation with another pair. If you have time, choose one or
two pairs to share their conversation with the whole class.

Pronunciation bank
p.114: Voice range

Warm-up

Write How are you? on the board. Say itin a very
flat, monotone way that sounds as though you
don’t want to know the answer. Ask: Do

I sound interested? (Elicit negative answers: No,
you don’t.) Then say it with some expression,

as though you're asking a friend who you

care about. Ask: Do | sound interested? (Elicit
affirmative answers: Yes, you do.) Refer students
to the explanation in the box and drill the
pronunciation of How are you? with interest
and enthusiasm.

1 € P1.02 Askstudentsto complete the exercise
individually and then compare answers in pairs.

1b 2b 3b

2 % PL03 Play the recording for students to listen
and repeat.

3 Putstudents in pairs and ask them to do the
exercise. During the activity, monitor to check that
students are using a wide voice range.

Speaking
Students practise using the language of giving advice and
suggestions.

12 Get students to read the online profile and list of
information on page 126. Ask: Does the profile follow Jenny’s
advice? (no) What does it do that Jenny recommends against?
(It describes the person using adjectives rather than showing
what skills the person has by describing experiences.) Make

it clear to students that the task here isn’t to rewrite the
profile, it's just speaking: giving advice to the profile-writer to
improve it. They should think of as many sentences as possible.
If possible, they should use all seven of the expressions that
appear in Exercise 7B. Ask stronger classes to give reasons,
when appropriate, to revise some of the vocabulary from 1.1 if
you've done that section of the book. Suggestions are included
in the answer key below.

Possible answers

You could explain that you have a degree in mathematics.
(That shows you’re good with numbers.)

How about saying that you graduated with honours?
(That shows you're smart and hard-working.)

You ought to explain that you had a part-time job as a
cleaner during your university studies. (It shows that you
manage your time well.)

You should include some information about your stories
that were published in a university magazine. (This
indicates that you have writing skills.)

Why don‘t you say that you played for a city-league
football team in secondary school? (That shows you're

a team player)

Why not try saying that you hope to find a job in the
financial services industry? (That would show that you're
planning your career.)

What about mentioning that you would consider working
in other industries if a job looks interesting? (It would
indicate that you're flexible.)




13A pPutstudentsin pairs. Ask them to decide who is Student A
and who is Student B, and refer them to the relevant information
on pages 126 and 128. Give them some time to read their
instructions, and answer any questions they may have. There
are two exercises in the roleplay. For Exercise 1, point out that
Student Ais giving advice and Student B is receiving it. The
Student Bs can use realinformation about themselves or make
itup, e.g. When I was in school, | delivered papers six days a
week, first thing in the morning. That shows I'm hard-working.
For Exercise 2, point out that Student B is the careers advisor and
Student Ais receiving advice. In this roleplay, Student A has three
different skills to talk about, e.g. / organised an after-school
baking club when | was in year 9. This shows I'm a good leader.
During the activity, monitor and help as necessary.

138 For further practice, students do the roleplay again, with
different partners. Again, as they work, monitor and help as
necessary.

MyEnglishLab: Teacher’s resources: extra activities; Reading bank
Grammar reference: p.118 Advice and suggestions

Pronunciation bank: p.114 Voice range

Teacher’s book: Resource bank Photocopiable 1.2 p. 133
Workbook: p.5 Exercises 1-3, p.6 Exercises 1-3

1.3 > Communication skills
Building rapport

GSE learning objectives

« Canlisten and compare theirideas with the speaker’s.

» (Canidentify phrases the speaker uses to build rapport.

» Cangive orseek personal views and opinions in
discussing topics of interest.

» Canuse polite questions to build rapportin work-
related social situations.

Warm-up

Ask: How do you usually feel when you meet someone for
the first time? Elicit some answers (confident, shy, nervous,
interested, etc.). Depending on your students’ situation,
you may want to refine the question and discuss how

they feel meeting someone new in a business context,

a social context or an educational context (teachers, other
students). They may also say it depends on who the person
is - someone older, someone younger, someone above or
below them in the hierarchy. On the board, note down the
feelings that are mentioned.

Lead-in

Students explore ways of building rapport when they meet
someone for the first time.

1A Tell students that they are going to look at how we behave
when we meet people for the first time and also how we

can start off communicating well with people we meet. Put
students in pairs and ask them to read the definition of rapport
and discuss the question. Encourage them to think of different
situations (meeting people at work, socially or in a class).

Teacher’s notes p|

1B Elicit the definition of verbal communication (things we
say) and non-verbal communication (see Notes below). Put
students in small groups. Get them to think of two examples of
each type of communication. As they work, monitor and help
as necessary. Once students have discussed in their groups, ask
a few groups to share their answers with the class.

Possible answers

Non-verbal

face the person you are speaking to; nod to show you are
listening; maintain eye contact, but not too intensely;
smile warmly; use open body language (no folded arms or
crossed legs if sitting); keep personal space (not too close)

Verbal

ask questions; use positive sounds to show interest

(e.g. uh-huh); use gentle humour if appropriate; use the
person’s name; don‘t interrupt; find something in common
with the other person; use a friendly tone of voice

Notes

Non-verbal communication is how we move and
behave. This includes body language (how we stand,
whether we cross our arms or not, etc.), distance (how
close we stand to other people when we talk), eye
contact (whether or not we look other people in the
eye), touch and also pauses in speech.

Video

Students watch a video about ways of building rapport when
meeting people for the first time.

2 D131 Inthefirst sequence, two people, Alex and

Daniel, who work for a company called Evromed, meet a

group of recent graduates for the first time. Alex and Daniel
are running a meet-and-greet event where they, along with
their CEO Jessica, will meet Beata, a new employee. Explain

to students that they are going to watch a short video about
some businesspeople who are going to meet each other for the
first time. Tell students to read questions 1-4 and then play the
video. Check answers with the class.

1 She sounded professional on the phone. She’s a little
older and has five years’ professional experience.

2 She prefers people that are not overly confident.

3 He’s been with the company for a year.

4 He uses humour.

3A Explain to the class the idea of Beata having two options
when she meets Daniel and Alex and go through the details of
Options A and B with the class. Make it clear to students that
they can choose which option they want to see first on the
video. Put students in small groups and ask them to discuss the
two options, giving reasons for their answers. Elicit ideas from
a few groups and as a class, decide which video to watch first.

38 132 E133 Tellthe class toanswer the questions
for Option A or B depending on their choice, and play the video.
You could ask students to discuss the questions in their groups

first, and then check the answers as a whole class. Do the same
for the second video.
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Suggested answers

Option A

1 Alex: smiles, engages in conversation about Japan;
Jessica: makes eye contact, shakes hand, nods to show
sheis listening, smiles warmly

2 Alex: successful, they chat for a while about their time in
Japan; Jessica: successful - she feels nervous, but Jessica
thinks she sounds confident and not arrogant; she
invites Beata to meet her in a few weeks to talk about
her progress

3 Beata will be more easily assimilated into the team, and
her positive connection with Jessica could have positive
benefits in terms of her future career in the company.

Option B

1 Alex: doesn’t try to build rapport with him, preferring
to speak only to Daniel, folds her arms, turns away from
him; Jessica: makes eye contact, shakes hand

2 Jessica: unsuccessful - her eye contact is too intense, she
stands too close and doesn’t respect Jessica’s personal
space; she sounds over-confident

3 Beata will find it more difficult to assimilate into the
team and her negative connection with Jessica could
even jeopardise her future career in the company.

4 put students in pairs and give them 3-4 minutes to discuss the
question. During the activity, monitor and help as necessary.

Possible answer

Listening can be an effective way to build rapport. In
Option A, Beata had a quieter approach. Jessica reacted
positively to her and they were able to bond. Beata also
developed rapport with Alex as they discovered they
shared a common interest in Japan. In Option B, Beata
didn’t listen as well and showed that not listening and
being over-confident can damage rapport.

5 B 134 Studentsshould do thisin the same pairs as Exercise
4. Explain that they are going to watch another video, whichis a
summary of the ideas they looked at in the previous videos. Play
the video and give students 3-4 minutes to discuss and make
notes, then discuss the main learning points with the whole class.

Good rapport makes it easier to get on well with someone
or a group. Sometimes this happens naturally, but you can
also use techniques to help you build rapport.

Verbal: find out what you have in common with the other
person, ask about travel as this is an easy topic on which to
find common interest.

Non-verbal: use eye contact (but not intense eye contact),
smile, use an open posture.

Once you have built rapport with someone, you have to
develop it and maintain it.

Reflection

Students reflect on the conclusions from the video and
discuss their own approach to first-time meetings.

6 Allow students to work individually on this so that they can
reflect on their own preferences and ideas. Ask them to think
of their own answers to the questions and to make notes.
Then put students in pairs to discuss their answers. Get brief
feedback from the class.

Functional language: Asking questions
to build rapport

Students look at questions that are commonly used when we
meet people and help to build good working relationships.

7A Explain that this exercise highlights expressions from the
video that we use when we meet people for the first time. Get
students to do the exercise in pairs, then check answers as
aclass.

1 Where exactly 2 Doyouknow 3 How long
4 Whenwere 5 Whatdidyou 6 Whatdidyou

7B Ask students to read the information in the grey box and
ask: Did Beata do this? (Yes, in Option A she did this with Alex
and discovered a common interest in Japan.) Point out that
this exercise shows that there are categories of question.
Rather than memorise exact questions, encourage students to
remember the categories and to be able to form appropriate
questions for each category. Get students to do the exercise
individually. Then go through the answers with the class.

a3 b6 cl d4 e5

7¢ Do this as a whole-class activity.

l1c 2b 33 4d 5e 6a 7e

8A Tell students that they are going to build up a conversation
from some basic information they will be given. Put them in
pairs and go through the instructions with them. Refer them

to the role cards on pages 126 and 128. Ask them to assign
roles. Each student has a role card with information about his/
her own trip to Barcelona. Tell students to write questions
about the location, purpose, timing, duration and likes of their
partner’s trip. Ask a few students to read a question out so that
the class can check their answers.

Possible answers

Location: Where exactly did you stay? Which places did
you visit?

Purpose: What were you doing there? What did you and
your partner do while you were there?

Timing: When were you in Barcelona? When were you
there?

Duration: How long did you stay? How long were you in
Barcelona for? Did you stay long?

Likes: What did you like (best) about it?

8B Put students in pairs and get them to take turns to ask
questions and answer them according to the role cards in the
back of the book. If you have time, ask one or two pairs to
perform the roleplay for the class.




Extra activities 1.3

A This activity gives further practice with the five
categories of question. Get students to complete the
exercise individually, then check answers in pairs. Go over
the answers with the whole class.

1 Location 2 Purpose 3 Timing 4 Duration
5 Likes

B students do this individually or in pairs. For stronger
classes, ask them to try to reconstruct the conversation
from memory. They probably won't be able to remember
it word-for-word, but if they can remember the topics and
flow of the conversation, it will help them remember the
questions.

1 Have you ever been there?

2 How long did you stay?

3 So why did you go to Berlin?

4 What were you doing there?

5 Did you stay long?

6 What did you like about it?

7 What did you and your partner do while you
were there?

Task

Students practise the functional language from the lesson by
having a conversation and trying to build rapport with
a partner.

9A Students will need to do a certain amount of preparation
before they begin the task, so bear this in mind when you're
planning this stage. Ask the class to read the four situations and
to choose one they are interested in talking about. Give them
2-3 minutes to make some notes on what they will talk about.

9B Elicit a few natural ways to begin a conversation on each
topic and write them on the board, e.g. Your English is really
good. | hear you went to a meeting in (place). | hear you‘ve
visited/lived in (place). | hear you went on holiday to (place).
Ask students to work in pairs. Before starting the conversation,
each student should tell his/her partner the topic they have
chosen to talk about. That way, they will be able to use one of
the conversation openers on the board.

Ask students to start talking. During the activity, monitor and
help as necessary. Remind students to focus both on what they
say and what other students say, and at the same time note
which conversations are the most successful.

9C When they have finished, ask a few students to say what
they learnt about their partner. Then ask which conversations
were the most successful and encourage them to discuss why
they were successful or not.

9D Get students to discuss the questions they used, and what,
if anything, they found difficult. Round off the task by asking
how students will handle first meetings in the future. With
stronger classes, get students to write three action points
starting In future first meetings | will ...

MyEnglishLab: Teacher’s resources: extra activities; Interactive
video activities; Functional language bank

Workbook: p.7 Exercise 1
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1.4 > Business skills

Networking

GSE learning objectives

» Canunderstand simple informal advice on a work-
related situation.

+ Canidentify phrases and expressions used in
professional networking.

+ (Canuse phrases and fixed expressions to network at a
work-related event.

» Canshow interestin conversation using fixed
expressions.

 Caninitiate, maintain and close simple face-to-face
conversations on familiar topics.

Warm-up

Ask: How do people find jobs? How do employers find
workers? Accept any reasonable answers.

(Possible answers: advertisements, careers events,
networking; sometimes people write letters and send CVs
even though ajob hasn't been advertised)

Lead-in

Students look at careers events and tips for how to prepare
for them.

1A Focus attention on the photo. Ask: What is a job fair? (an
event where companies with available jobs and people who are
looking for jobs can get together) Put students in pairs and ask
them to discuss questions 1-3. Then discuss as a class.

1 tofind out about potential future employers and the
opportunities currently available at a company or
organisation

2 Employers are looking for potential candidates who are
interested in their company.

3 Students’ own answers

1B With the whole class, go through the list relatively
quickly to make sure that everyone understands each item.
Put students in pairs and ask them to choose the three most
important tips. During the activity, monitor and help as
necessary. When students have finished, put each pair with
another pair and get them to explain their choices.

Listening

Students listen to a recruiter giving advice about networking
at a careers event.

2A 0103 Tellstudents they are going to listen to a
recruiter giving advice about attending a careers event. Ask
them to read the table so they know what they’re listening for.
In stronger classes, students could attempt to think of possible
answers to the questions before they listen. Play the recording.
Get students to check their answers in pairs. Then check
answers with the whole class.
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1 research the companies that will be interested in you;
prepare a brief, thirty-second introduction; update your
CV; think of questions for the recruiters

2 dress professionally / look professional; network;
introduce yourself; shake hands; make eye contact;
speak clearly and confidently; show communication
skills; show you are adaptable, resourceful, ambitious,
passionate; don’t oversell yourself - be honest if you
don’t know something; ask for contact details

3 email recruiters / company representatives and thank
them for their time; do this within five days; send an
updated CV if necessary

2B Get students to do the exercise in pairs. During the activity,
monitor and help as necessary. Discuss the ideas with the
whole class.

3A €104 Tellstudents they are going to listen to two
people talking to a recruiter. Play the recording. Ask: Who was
better prepared? Elicit the answer.

Jamie

3B %> 1.04 Tellstudents to read the question. Stronger
classes may be able to answer some of the questions without
listening again. Play the recording. Answer the questions as

a class.

1 She brought copies of her CV.

2 degree in marketing, enjoys travelling

3 The recruiter invited her to contact him with questions
if necessary.

4 developed a marketing plan to promote UK tourism in
Spain; presented the plan; speaks Italian

5 brought business cards, researched the company and
the posts available, prepared questions for the recruiter

6 The recruiter will put him in touch with the person in
charge of marketing projects.

7 Ella could have researched the company in more detail,
thought about what department she would like to work
in, prepared some questions for the recruiter. Jamie
could have brought more copies of his CV, practised his
introduction - he speaks a little too fast.

3C Get students to discuss the questions in pairs. During the
activity, monitor and help as necessary. Ask a few pairs to share
their answers with the class.

Functional language: Networking at
a careers event
Students look at useful phrases for talking with other people.

4A Explain to students that these are questions and phrases
from the previous conversations. Tell them to complete the
sentences with the correct words. You could do this exercise
with the whole class, checking answers as you go along.

1 in touch with, in charge of 2 tell me more 3 askyou
afew questions 4 How areyou 5 been nice talking
6 sounds 7 see 8 couldljustask 9 foryourtime

10 really

4B Get students to look at the three categories. Tell them
that each sentence in Exercise 4A belongs in one of the three
columns. Students do the exercise individually. Then check
answers with the whole class.

Starting a conversation: 3,4, 8
Showing interest: 2, 6,7, 10
Closing the conversation: 1,5, 9

4¢ Read the first phrase. Elicit which category it goes in
(Showing interest). You could do this exercise with the whole
class, checking answers as you go along.

Starting a conversation: 2, 7
Showing interest: 1,5, 6
Closing a conversation: 3, 4

Extra activities 1.4

A €104 Getstudents to read the sentences. Then
play the recording and get them to complete the exercise.
Check answers with the class.

1 Assistant Recruitment

2 marketing (with a specialism in) tourism (at)
Manchester (University)

3 promote (UK) tourism

4 business card

5 charge (of) marketing

B Get students to do the exercise in pairs. When they
have finished, get them to read the conversation together.
During the activity, monitor and help as necessary. Then
get them to swap roles and read it again.

1 doyou have a few minutes to talk about
2 That sounds very interesting.

3 Uh-huh

4 Oh, really

5 Yes, definitely

6 Could you put me in contact with

7 Ireally appreciate your time

8 very nice to have met you

Task

Students practise the functional language and ideas they
have learnt about starting and finishing conversations and
showing interest.

5A Put studentsin groups of three. Explain the task. There
are three roles - a recruiter, a candidate and an observer - and
three scenarios so that each student has the opportunity to
play each role once. Allocate roles A, B and C and refer each
student to the relevant page for their roleplay card (Student A:
page 126; Student B: page 128; Student C: page 130). If you do
not have the right number of students, give priority to having
Aand B roles.




5B Give students time to read their role instructions and ask
you any questions if anything is not clear, and allow

4-6 minutes’ preparation time. Then tell the observers they
can take notes while listening, and set a time limit for each
conversation. During the activity, monitor, but only help out
if a group or student is completely stuck. It is important that
students learn to deal with silences and not being sure about
what to say.

5C The groups should stay together when they have finished
their roleplays. It is now the observer’s role to give feedback
to the other two students. Try to keep in the background

at this stage. Students A and B should also talk about their
performance and their opinions about how to start, finish and
show interest in conversations. You could do a whole-class
round-up at the end if you feel that it would be useful. Itis
often good for students to hear the opinions of others to get
a balanced perspective on their own performance and an
objective view of the task as a whole.

MyEnglishLab: Teacher’s resources: extra activities;
Functional language bank

Workbook: p.7 Exercises 2 and 3

1.5 > Writing

Emails - Introducing yourself

GSE learning objectives

« Canwrite an email to introduce self or others
containing simple personal information.

» (Canuse appropriate openings and endings in simple
informal emails.

« Can qualify adjectives with really/quite/very.

« (Canuse common quantifiers such as a lot and much as
adverbs.

Warm-up

Ask: When you introduce yourself to other people, what
sort of information do you give? What are you interested
in knowing about others? Accept any reasonable answers.
Usual answers might be what people do for work, what
their interests are outside of work, where they come from
and so on.

Lead-in

Students look at how we introduce ourselves to new
colleagues in an email, and also at formal and informal
language.

1A Ask: Have you ever written an introduction email? Who
was it to? What do you find difficult about writing emails in
English? Get students to look at the two emails. Explain that
they are both self-introduction emails written by the same
person, but that they are in two different styles. Students do
the exercise individually. Then check answers in pairs, and
finally go over them with the class.

1 Dear 2 myself 3 joined 4 wanted 5 for 6 if
7 meeting 8 Kind 9 studying 10 scary 11 all

Teacher’s notes p|

1B Ask which email is more formal. You will look at this in
more detail in the next exercise, so do not spend too much time
analysing the formal and informal language at this point.

Email A is more formal.

Functional language

Students look at both formal and informal phrases for
a written self-introduction.

2A Tell students that you are now going to look more closely
atformal and informal language. Check that they understand
the meaning of formal (more polite and serious) and informal
(more friendly and not as polite). Get them to complete the
exercise in pairs. For this and the next exercise, you could copy
the table onto the board and invite different students to come
up and write answers in the correct column.

(Answers in italics are answers to Exercise 2B.)

More formal

Greeting: Dear colleagues; Opening: | would like to
introduce myself, I'm sending this email to introduce
myself; New job: the new Account Executive, / have been
appointed as the new Marketing Manager; Previous job:

I was working in a similar position, My previous job was as
Customer Services Manager; Invitation: Please feel free to
contact me by email or phone; Closing: | very much look
forward to meeting you allin person, / hope to meet you
all soon; Sign off: Kind regards, Yours

Less formal

Greeting: Hi everyone, Good morning Helen; Opening:

I'm Alexis Pinar, | want to introduce myself to you; New
Jjob: the new Assistant Designer; /'ve just got the job of IT
Supervisor, Previous job: | was a Store Manager before;
Invitation: Perhaps we can meet up over lunch today;,
Closing: 1'm looking forward to working with you all, / hope
to meet you all soon; Sign off: Bye for now, Best wishes

2B Get students do to do the exercise individually or in pairs.
Then check answers with the class.

See answers in italics in Exercise 2A above.

Extra activities 1.5

A This activity gives further practice of phrases to use in
an email. Ask students to complete it individually and then
get them to check answers in pairs before class feedback.

1 Dear 2 would 3 myself 4 appointed 5 Before
6 as 7 free 8 any 9 meeting 10 regards

Optional grammar work

The email in Exercise 1 contains examples of adverbs of
degree, so you could use it for some optional grammar
work. Refer students to the Grammar reference on page
118 and use the exercises in MyEnglishLab for extra
grammar practice.
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Task

Students write an email of self-introduction.

3A Put students in pairs and refer them to the email on page
126. Explain that they will be using this information to write
their own email. Ask students to discuss the email: Is it formal
or informal? Friendly or unfriendly? How could they improve it?

3B Setatime limit for the writing task and remind students to
use the email from Exercise 3A and the phrases from Exercises
2A and 2B. They can write their emails individually and then
come back together for Exercise 3C. Alternatively, they can
write their emails in pairs and then work with a different
partner for Exercise 3C.

Model answer
Dear colleagues,

I would like to introduce myself to you. My nameis ... and

I am the new HR Manager for the company. Before | joined
this company, | was working for a manufacturing company.
I am really excited to be working with you all here in this
young, fast-growing company.

Please feel free to contact me any time if you have any
immediate questions and | look forward to meeting you all
very soon.

Kind regards,

3C In their pairs, students evaluate and discuss each other’s
answers. Monitor and make a note of any errors/points to
highlight during feedback.

MyEnglishLab: Teacher’s resources: extra activities; Interactive
grammar practice; Writing bank

Grammar reference: p.118 Adverbs of degree
Workbook: p.8 Exercises 1 and 2

Business workshop >1
Global recruitment agency

GSE learning objectives

« Canunderstand duties and responsibilities listed in job
descriptions.

« Canunderstand information in advertisements for jobs
and services.

+ Candescribe skills and abilities using simple language.

« Canwrite ashortonline profile.

Background

Students learn about a global recruitment agency that has
a database of job-seekers and a database of vacancies.

1 Ask students to read the background and discuss the
questions in pairs. Check answers with the class. For students
who are already in work, you could get a few to explain how
they found their current job.

1 It'saglobalrecruitment agency and matches jobs
with job-seekers.
2-3 Students’ own answers

A job vacancy

Students read a job listing and some information about
degrees, professional experience and other interests and
activities that might match the job.

2A Refer students to the job listing. Confirm that they
understand that this has been written by an employer who
wants to hire someone. Check that they understand medical
insurance (a product that you pay into each month that will
pay your medical expenses if you need help), product writer

(a person who produces the written material that explains an
insurance product), internal (inside the company), customer-
facing (dealing with customers) and website copy (the writing
that appears on a website). Ask students to read the job listing.
Answer any questions they have.

Refer students to the three categories. Explain that in each
category, they will choose the one item that they think best
fits the job. Point out that there may be more than one correct
answer, but that they should be able to explain their choice.

Possible answers
Degrees

I chose a degree in medicine because the company sells
medical insurance.

| chose a degree in economics and finance because
insurance is a financial product.

I chose a degree in English because writing is important,
and also the job is based in London, so fluent English is
probably important.

| didn't choose engineering or fine art because they don't
seem connected with the job.

Professional experience

| chose nursing because the company sells medical
insurance.

I chose insurance sales because that is directly related to
the job.

| chose freelance writing because that is directly related to
the job.

I didn’t choose retail sales or accounting because they
don’t seem connected with the job.

Other interests and activities

| chose playing team sports because they need someone to
work with several departments.

I chose volunteering in a local hospital because the
product is medical insurance.

I didn’t choose cooking, travel or reading and going to the
movies because they don’t seem connected with the job.

2B Once students have discussed in their pairs, you could
broaden this into a class discussion.

3A ®>BW 101 Tellstudents that they are going to listen to
three people who are applying for the medical insurance writer
job. Before playing the recording, get students to read items
a-fso they know what to listen for. Play the recording once and
check answers with the class.
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3B Get students to discuss the question in pairs. Then check
answers with the class.

Possible answers

Agata’s study of economics would be useful in the
insurance business. Her interest in sports shows that she’s
a team player. She has medical experience through her
volunteer job in the hospital.

Taro’s writing experience would be usefulin the job.
Maria’s medical experience and experience managing

a clinic would both be useful in the job.

Extra activities Business workshop 1

A ©BW10l Getstudentstoread the questions. Then
play the recording and get them to complete the exercise.
Check answers with the class.

1 forty-two

2 fifteen years

3 because she’s exhausted

4 twenty-two

5 playing football and volunteering at a hospital
6 thirty-two

7 travel writing

8 He hasn't earned much.

Online professional profiles

Students read three online professional profiles and consider
each person’s suitability for an advertised job.

4 Ask the class if they use LinkedIn or any other online
professional networking site. Ask a few students what

sort of information they have there about themselves. Get
students to read the first profile. Ask: What information does
Agata give about her studies? (She is studying economics.

She loves her classes.) What other activities does she do?
(football, volunteering at a children’s hospital). What does she
want for the future? (a job in the finance sector, preferably
internationally) Get students to do the exercise individually,
then check answers in pairs.

Taro

Activity or experience: degree in English, travelling the
world, travel writing for newspapers and magazines

Item mentioned in the vacancy listing: degree in a related
field, confident, can-do attitude, willingness to try new
things, creative

Maria

Activity or experience: medical degree, opened a clinic,
hired two partners

Item mentioned in the vacancy listing: degree in a related
field, good team-worker, confident, can-do attitude,
willingness to try new things

Task: Discuss job candidates

Students choose one job applicant to interview from three
possibilities.

Teacher’s notes p|

5A Put students in groups of three and go through the
instructions and checklist with them. Teach or elicit the
meaning of pros (good or positive things) and cons (bad or
negative things). Answer any questions they may have and
allow 4-6 minutes for the activity. During the activity, monitor
and help each pair as necessary.

5B Put students in new groups of three to explain the decision
of their previous group. During the activity, monitor and help
each group as necessary.

5C say the name of each candidate, asking students to hold up
their hand to vote for that person for the job. If there is a clear
winner, ask the people who chose that person why they voted
the way they did.

6 Refer students back to the three online profiles in Exercise 4
and get them to write one about themselves. The three
examples in Exercise 4 all serve as model answers. During the
activity, monitor and help as necessary.

Extra activities Business workshop 1

B Get students to do the exercises individually. Check
answers with the class.

1 London 2 will graduate in six months
3 about twelve weeks 4 didn’t return
5 Immediately 6 weeks

C Ask students to look back at the online profiles in
Exercise 4 on page 89. Go through the checklist with them,
then ask them to write their own profile, including all the
information in the checklist.

D After students have written their profiles, ask them to
exchange profiles with a partner. Ask them to check that
their partner’s profile includes the three elements in the
checklist.

MyEnglishLab: Teacher’s resources: extra activities
Review €1

1 1 attitude 2 player 3 determination 4 thinking
5 outside 6 goals 7 integrity 8 communication
2 1 adaptable 2 resourceful 3 Dependability
4 confidence 5 flexibility 6 ambitious 7 passionate
8 independence
31 write 2 go 3 giving 4 send 5 using 6 list
7 tofind
41 long 2 Where 3 know 4 What 5 When
5 1 Could you tell me more about your experience?
2 Canyou put me in touch with the person in charge?
3 Id like to ask you a few questions about the company.
4 Thank you for your time.
5 How are you enjoying your new job?
6 Could I give you a call next week?
6 1 would liketo 2 appointedas 3 similar position
4 hopetomeet 5 feelfree 6 byemail
7 any questions 8 to meeting you
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CLASSWORK

Students share their knowledge of Japan.

Students watch a video that shows the history of the
automotive and electronic industries in Japan.

Students look at vocabulary related to different areas of
business.

Students research and write about different areas of
business.

Students look at compound nouns used to discuss the
energy industry.

Students read a newspaper article about a French oil
company diversifying into renewable energy.

Students learn how to use the Past Simple and Past
Continuous.

Students write a short story from their own life.

Students talk about ways of taking turns and interrupting
in meetings.

Students watch a video about preparing for an induction
meeting.

Students reflect on the conclusions from the video and
discuss their own approach to interruptions in meetings.

Students look at questions that are commonly used to ask
permission to interrupt, accept an interruption and go back
to an earlier point.

Students roleplay a meeting to discuss a controversial
proposal.

Students look at the language we use when we leave
voicemail messages.

Students listen to a voicemail message received by the
office of a Human Resources Manager.

Students look at useful phrases for leaving a voicemail
message.

Students leave a voicemail message.

Students listen to a meeting between three colleagues and
complete a list of action points.

Students look at useful language for writing an email that
includes action points.

Students write an email outlining action points from
a meeting.

Students listen to a conversation about investment
possibilities.

Students exchange information about charts and find out
about a company before investing in it.

Students choose a company to invest in.

FURTHER WORK

MyEnglishLab: Teacher’s resources:
extra activities; Reading bank

Teacher’s book: Resource bank
Photocopiable 2.1 p.134

Workbook: p.9 Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities

Grammar reference: p.119 Past Simple
and Past Continuous

Pronunciation bank: p.114 Stress in
compound nouns and noun phrases

Teacher’s book: Resource bank
Photocopiable 2.2 p.135

Workbook: p.10 Exercises 1-3, p.11
Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities; Interactive video
activities

Pronunciation bank: p.114 Stress in
phrases for turn taking

Workbook: p.12 Exercise 1

MyEnglishLab: Teacher’s resources:
extra activities; Functional language
bank

Workbook: p.12 Exercise 2

MyEnglishLab: Teacher’s resources:
extra activities; Interactive grammar
practice; Writing bank

Grammar reference: p.119 will and
going to

Workbook: p.13 Exercises 1 and 2

MyEnglishLab: Teacher’s resources:
extra activities




Business brief

Business sectors and
your students

Teacher’s notes p|

The main aim of this unit is to introduce students to the concept of sectors and industries.
The two terms are often used interchangeably to describe groups of companies that are in
the same type of business. However, the two terms have slightly different meanings.

An economic sector is a large section of the economy, while an industry is a more specific
group of companies that are in the same business. There are three economic sectors. The
primary sector is concerned with raw materials and includes the agriculture, forestry,
fishing and mining industries. The secondary sector is manufacturing, sometimes known
as production. This includes all industries which process raw materials: food production,
the textile and clothing industries and the automotive industry, among many others.
The tertiary sector is sales and services. This includes retail sales, transportation and
entertainment. Some economists now talk about a fourth sector, the quaternary sector,
to include the knowledge-based part of the economy such as information technology,
research and development and financial planning. However, most economic models class
those industries as part of the tertiary sector.

The above economic modelis the one presented in this unit. However, you may also
encounter the Global Industry Classification Standard (GICS), which was developed in 1999
for the global financial community. It divides the economy into eleven sectors (energy,
materials, industrials, consumer discretionary, consumer staples, healthcare, financials,
information technology, telecommunications services, utilities, real estate), twenty-four
industry groups, sixty-eight industries and 157 sub-industries. When investors and financial
advisors talk about sectors and industries, this is most likely the terminology they will use.

When investors and financial advisors consider shares to buy, they often focus on investing
in certain sectors because they think some sectors may be better than others for reaching
their financial goals. Shares in more volatile industries tend to go up and down in value
quickly. This means the potential to earn or lose money in a short amount of time is very
high. The energy industry, healthcare and automobile industries all tend to be volatile.

On the other hand, the least volatile industries are utilities (gas, electricity and water
companies), drug manufacturing and packaged foods. Share prices in these industries
tend to change more slowly, so they are seen as safer investments.

Itisimportant that students are aware of the concept of sectors and industries. It is helpful
for pre-service students to begin anticipating which sector and industry they may work in
in the future, and for in-work students to be able to talk about how their own company and
work fit into the larger economy.
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Unit lead-in

Elicit a brief description of the photo (an oil refinery - a place
where oil from the ground is turned into petrol and other
products) and then look at the quote with the class. Check
that students understand rate of change (how fast things

are becoming different). Give them two minutes to discuss in
pairs or small groups: What industries are changing the most

quickly now? (Cars and computers are changing a lot, but other

industries are too.) Accept any reasonable answers and discuss
different ideas.

2.1 > Japan’s economy

GSE learning objectives

+ Canunderstand a large part of avideo on
awork-related topic.

- Can contribute to a group discussion if the discussion
is conducted slowly and clearly.

« Canuselanguage related to industry.

« Canexpress opinions using simple language.

- Cangiveasimple presentation about a familiar topic.

« Cansearchtheinternet for specific everyday or
work-related information.

Warm-up

Ask: What do you think represents your country? Think
of food, language, clothing, art, manufacturing, and so
on. Elicit answers or start by sharing ideas from your
own country, e.qg. /'m from the UK. When people think of
my country, they think of big red buses, the Queen and
Manchester United Football Club. After a few people
have shared their ideas, say: Today we're going to talk
about Japan.

Lead-in
Students share their knowledge of Japan.

1 Get students to look at and briefly describe the photos. If you

can locate them, show the class some more iconic images
from Japan, e.g. samurai, geisha, kimono, Shinto shrines,
temples, sumo wrestling, sushi bar, packed Tokyo metro,
Doraemon eating dorayaki, street in Electric Town Tokyo,
robots (e.g. ASIMO).

A Mount Fuji, cherry blossoms and a pagoda

B Pepper robot - created by SoftBank Robotics. It has the
ability to read emotions as it can analyse expressions
and tone of voice.

2 Do this exercise with the class. For question 3, mention
some key brands if students need help, e.g. Nintendo, Sony.
See question 4 in the key below for more companies. If you
have time, after going through the four questions, ask: What
Japanese products do you have or would you like to have?
What do you like about these products? Discuss the answers.

Possible answers

1 From Exercise 1, students can talk about the traditional
aspects of Japanese culture and society (e.g. sumo
wrestling, temples) and the more modern aspects such
as robots.

2 Many childhood crazes of the past thirty years come
from Japan (Transformers, Power Rangers, Tamagotchi,
Pokémon, Manga, anime, etc.) and become popularin
different sectors: cartoons, comics, toys, films, fashion,
video consoles/games and music.

3 Students’ own answers

4 These large corporations have several businesses. These
are some of the most well-known for each company:
Canon: specialised in the manufacture of imaging
and optical products, including cameras, camcorders,
photocopiers, computer printers and medical equipment
Mitsubishi: cars, consumer electronics, satellites,
banking
Nikon: cameras, microscopes, optical equipment
Nintendo: gaming consoles, video games, toys
Softbank: telecommunications and internet corporation
Softbank Robotics makes and markets humanoid and
programmable robots.

Sony: consumer electronics, smartphones, PlayStation,
films, music, TV shows and financial services
Toyota: cars, vans, hybrid vehicles

Video

Students watch a video that shows the history of the
automotive and electronic industries in Japan.

3A Go through the list of industries and make sure students
understand agriculture (farming), energy (producing electricity
and also fuel for cars, planes, etc.) and finance (banks).

38 Bl 211 Playthevideo. Ask: Which industries from
Exercise 3A does it mention?

The video focuses mainly on cars and consumer
electronics, although it also mentions finance.

4 Q211 Before playing the video again, ask students

to read the statements. Make sure they understand internet
technology sector (both information technology companies,
like Apple, and telecommunications companies, like Virgin
Media) and industrialised economy (a country with a lot of
manufacturing). Also, teach or elicit the meaning of the verb
pioneer (be the first to do, invent or use something). Play the
video. Consider pausing the video briefly after answers are
given, to allow students time to process the information and
make notes. For statement 2, point out that the largest is the
USA and the second largest is China.

17

2 F - Itwas the second largest in the 1960s. It's the third
largest today.

37

4 F - It used robots before other countries.

5 F-The cars were popular in the USA and Europe and
exports were high.

6T

7 F-ltwassmalland portable; people could listen to
music ‘on the go/move’.

8T




5 Get students to answer the questions in pairs, then check
answers with the class. If they are interested and have a

good enough level, ask: Which countries are Japan’s main
competitors in the car and consumer electronics industries
today? (cars: China, the USA, Germany, South Korea; consumer
electronics: China, the USA, South Korea, Germany)

1 By pioneering the use of robots in manufacturing,
which enabled them to produce to a high standard very
efficiently. Also, by exporting their cheap, reliable cars to
European and U.S. markets from the 1970s onwards.

2 the Toyota Prius, the first and best-selling mass-produced
hybrid car ever, and Nissan’s Leaf, the world’s first
all-electric car

3 The Sony Walkman made it possible for people to listen
to music while ‘on the move’.

Extra activities 2.1

A D211 Thisactivity gives further practice of key
vocabulary from the video. Ask students to complete
itindividually, then check answers with the class.
Alternatively, play the video for students to check their
answers individually.

1 luxury goods 2 global players 3 pioneered

4 reliable 5 marketshare 6 breakthrough

7 sustainable 8 innovative 9 released, portable
10 handheld

Vocabulary: Sectors and industries

Students look at vocabulary related to different areas of
business.

6 Make sure that students understand retail (selling to the
public, through shops and stores or online) and service sector
(tourism, healthcare, etc.). Get them to complete the exercise
individually, then check answers in pairs.

1 service sector 2 retail 3 transportation
4 manufacturing 5 automotive

7 Make sure that students understand raw materials (basic
products such as wood or metals that other materials are made
from). Teach or elicit the meaning of primary (first), secondary
(second) and tertiary (third). In business, these words are used
to talk about economic sectors - different areas of business
and the economy. Put students in pairs and ask them to do the
exercise. Go through the answers with the whole class.

A3 B1l C2

8 Go through the industries and make sure students
understand what they all are. Then do the exercise as a class.
Point out that the industries in question 7 are all very high-tech
and use a lot of advanced technology. If you have time, after
you have completed the exercise, ask students if they can think
of companies that they know in some of the sectors.

Teacher’s notes )|

1 financial services - service/tertiary sector

2 the tourism industry - service/tertiary sector
3 manufacturing - secondary sector

4 extraction of raw materials - primary sector
5 agriculture - primary sector

6 transportation - service/tertiary sector

7 manufacturing - secondary sector

8 retail - service/tertiary sector

9 Discuss the questions as a class.

Extra activities 2.1

B Get students to do this individually as a quick
vocabulary quiz. You could get them to compare answers
in pairs before checking answers with the class.

1 automotive 2 raw 3 mining 4 crop
5 construction 6 manufacturing 7 retail 8 plant
9 textile 10 primary 11 secondary 12 service

Project: Research sectors and industries

Students research and write about different areas of
business.

10A Read through the four bullet points and elicit some ideas
of what students need to find out for each point:

« adescription of the industry: which sector itis in; what it
processes, produces or provides; who its customers are

+ thesize of the industry: the amount it processes or produces;
the number of customers it serves

 the number of employees

« itseconomicimpact on the country: the amount of money
itearns

Guide students to official and credible websites such as central
and local government sources (e.g. the UK Office for National
Statistics), as well as recognised news sources. Many EU
governments provide these economic indicators in English.
Make sure students look for the most up-to-date figures they
can find online and quote their sources for facts and figures.

Encourage students to use relevant images in their
presentations as well. These presentations could be in
PowerPoint. Refer students to the sample on page 126. Ask
a few questions to focus their attention on it: What is Spain’s
main primary sector activity? (agriculture) What specific
examples of products does the presentation give? (olives,
cereal, grapes, oranges and lemons, vegetables, pig and
chicken farming, olive oil) Ask each member of the pair or
group to prepare their own 100-120-word presentation, so
that each student has a chance to speak.

108 Get students to practise their presentations in their
pairs or groups before giving them to the class. Ask audience
members to take notes and after each presentation, ask the
class a couple of questions about it to check comprehension.

10c After watching all of the presentations, discuss which
industries have the biggest impact on the economy.

MyEnglishLab: Teacher’s resources: extra activities; Reading bank
Teacher’s book: Resource bank Photocopiable 2.1 p.134
Workbook: p.9 Exercises 1-3

37




| Teacher’s notes

38

2.2 > The energy industry

« Cangenerally understand straightforward factual
texts on familiar topics.

« Canmake simple inferences based on information
giveninashortarticle.

+ Canscanshort texts to locate specific information.

« Canusewhen to link clauses in the Past Simple and
Past Continuous.

« Canuse while with the Past Simple and Past Continuous
torefer to past actions and states.

+ Can make offers and suggestions using could.

 Canwrite astory with asimple linear sequence.

« Canwriteasimplestory or description of an event
using basic time expressions.

+ Cannarrateastory.

Warm-up

Write energy on the board. Ask: What do you do every day
that uses energy? (Possible answers: turn on the lights,
cook, drive a car, use a mobile phone; almost anything

we do these days uses energy, because even if | don’t use
energy putting my clothes on, a lot of energy was used

to produce and transport the clothes, and to wash and
possibly dry them.) Say: Today we‘re going to talk about
the energy industry.

Lead-in

Students look at compound nouns used to discuss the energy
industry.

1 write climate on the board and elicit the word from the
second circle that often goes with it to make a compound noun
(change). Students do the exercise in pairs, then check answers
asaclass. If they are unable to form all of the compound nouns,
help them out. Elicit the meanings to make sure everyone
understands them (see answer key below).

climate change: a general warming or cooling of average
temperatures on earth, and large-scale changes to
weather

electricity bill: a statement that shows how much you
must pay for electricity you have used

fossil fuel: coal, oil, natural gas

global warming: a general warming or cooling of average
temperatures on earth

greenhouse gases: pollution in the air that contributes to
global warming

renewable energies: wind, solar, wave - anything that
doesn’t use up a resource

solar panels: equipment that turns the sun’s energy into
electricity or hot water

2A Students do the exercise individually and then share
answers with the class.

1 renewable energy 2 solar panels 3 fossil fuel
4 climate change/ global warming

2B Put students in groups. For stronger classes, ask if any
students have any direct experience with any of the energy
sources - a house with solar panels, for example, or a
geothermal energy plant they may know about.

1 Examples of traditional energy include electricity, gas
and oil. Some examples of renewable energy sources
are solar energy, wind energy, hydropower, geothermal
energy and biomass energy.

2 Some suggestions are lower electricity bills and fewer
greenhouse gas emissions.

3 Wood is considered a renewable energy as it is not
fossilised and trees can be replanted.

4 Students’ own answers

Pronunciation bank
p-114: Stress in compound nouns and noun
phrases

Warm-up

Write the following compound nouns on

the board: oil company, green energy. Get
students to say the compound nouns and

ask: Which word is stressed? Elicit the first
word in oil company and underline it on the
board. Elicit the second word in green energy
and underline it on the board. Refer students
to the explanation in the box and drill the
pronunciation of climate change and fossil fuel.

1 Askstudents to complete the exercise individually
and then compare answers in pairs. Do not confirm
answers yet as students will check them in the next
exercise.

backup power electricity bill energy supply

global warming greenhouse gases power cut
solar panel wind energy

2 %> P201 Play the recording for students to listen
and check, and then again for them to listen and
repeat.

3 Put students in pairs and ask them to do the
exercise. During the activity, monitor to check that
students are using the correct stress.

Reading

Students read a newspaper article about a French oil
company diversifying into renewable energy.

3 Ask students to read the social media post and answer the
question. Ask them if they have ever had this experience and if
they knew what the cause of it was.

During a snow storm, the electricity went out in Mark'’s
home. He says this is something that often happens.

Students’ own predictions about his solution to the
problem




4 students read the first paragraph. Draw attention to the
word blackout and get them to work out the meaning from the
context. (In this context, itis a period of darkness caused by a
failure of the electricity supply. A synonym is power cut.) Also
note the phrasalverb went out / go out (of lights: suddenly
stop working).

Mark decided to install solar panels on the roof of his house
as a backup system in case of blackouts / power cuts.

5 Ask students to read the article and answer the questions.
Alternatively, you could assign different questions to pairs of
students and get them to skim the article to find the answer
to their question. During the activity, monitor and help as
necessary. Check answers with the class.

Possible answers

1 The article headline uses the colours to represent
different types of energy industries. Black represents the
oilindustry and green represents renewable energies -
in this case, solar power. It symbolises the story about a
large oil company, Total, buying a solar energy company
in the USA, SunPower.

2 He will cut his electricity bill by 50 percent and he will
get a tax deduction from the government.

3 It’s a large oil company.

4 It has spent more than any other large oil or gas
company on a renewable energy business.

5 The risks are stricter regulations on emissions, and more
competition from the renewable energies industries.

6 To stay only in the oil and gas industry because demand
will continue for decades or to move into the renewable
energy business as well.

6 Get students to do the exercise in small groups. During the
activity, monitor and help as necessary. Discuss answers as a
class. If there is interest, continue the discussion by asking: Are
the big oil and gas companies the best industry to lead the
transition to renewable energies? Why / Why not?

Possible answers

1 Good business sense: to do this at a time when oil prices
are low, renewable projects look like good long-term
investments, and it is still cheap to buy green businesses
now. Also, governments, environmental groups and
shareholders are asking for action on climate change
from big oil and gas companies. It's good publicity for
the big oil and gas companies to invest in green energy.
Bad business sense: there is still a storage problem with
renewable energies - the process of keeping sun and
wind energy for later use. Companies have to invest a lot
of money in finding storage solutions.

2 Some suggestions: the fossil fuels industry has grown for
over one hundred years and still dominates as the global
source of energy. According to the Financial Times, oil,
gas and coal together account for eighty-six percent of
energy used for transport, heat and power worldwide.
This is likely to continue for many reasons; the demand
for petrol-driven cars is increasing globally, especially
in developing countries. In addition, oilis hard to
substitute in trucks, ships and planes. Another reason is
the high cost of investment, research and development
of renewable energies.

Teacher’s notes p|

Extra activities 2.2

A This activity gives further practice in vocabulary from
the reading. Learning synonyms is a good way for learners
to increase their vocabulary. Get students to complete the
exercise individually and then check their answers in pairs
before class feedback.

1b2a3g4cb5j6i7h 8e 9f 10d

Grammar: Past Simple and Past
Continuous

Students learn how to use the Past Simple and Past
Continuous.

7A Do this as a quick whole-class exercise. After eliciting the
answers, write the forms on the board so you can refer back to
them when you do Exercise 8.

Past Continuous

it was snowing

we were just watching

| was sitting

form: was/were + verb + -ing

Past Simple

the electricity went out

| thought

form: regular verbs: infinitive + -ed; many of the most
frequently used verbs have an irreqular form, e.g. think -
thought, go - went

7B Make sure students understand the concept of background
in question 1 (see Notes below). Get them to do the exercise
individually, check answers in pairs and then as a class.

Notes

Background: details about the circumstances or
situation at the time when the main story or event
happens, e.g. weather, location. These details establish
the setting for the main events to come.

1 Past Continuous 2 Past Continuous 3 PastSimple
4 Past Simple, Past Continuous

8 Refer students to the Grammar reference on page 119. Give
them a few minutes to do the exercise individually. Monitor
and if students are struggling with any of the items, refer back
to the forms you wrote on the board when you did Exercise 7A.
You could also write any items the students find difficult on the
board and go through them with the whole class.

1 was studying, started 2 told, were having

3 was presenting, went out 4 were getting, decided
5 were you doing, tried 6 was thinking, phoned

7 started, were sitting 8 got, was already working
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9A To set the scene, ask students if they have used Airbnb and
WhatsApp or if they know anyone who has. Explain that they
are going to read about the story of each company. Divide the
class into Student As and Student Bs. Refer Student As to the
text on page 21 and Bs to page 127 and ask them to do the
exercise individually.

Airbnb

1 were sharing 2 were both looking 3 heard

4 decided 5 found 6 werewaving 7 wasn't making
8 flew 9 werehaving 10 took

WhatsApp

1 met 2 wasstudying 3 wasalsoworking 4 grew

5 waswatching 6 became 7 wereusing 8 were living
9 was thinking 10 bought

9B Ask: What is the most important information in any story?
Elicit who, what, when, where, why and how. Ask students to
make brief notes (see Notes below) about the company they read
about, answering each of those questions. Then tell them to use
the notes to tell their partner about the company. Encourage
them to speak naturally rather than reading the notes.

Notes

When we ask students to make brief notes, we expect
them to write words and phrases rather than whole
sentences. For Airbnb, they might write:

who: Job Gebbia / Brian Chesky

what: cheap accommodation

when: 2007

where: New York City

why: hotels fully booked

how: website

This is the most basic information, but it is enough to
remind them of the main ideas of the article.

Extra activities 2.2

B This activity gives further practice with the Past Simple
and Past Continuous. Students do it individually and check
answers in pairs before class feedback.

1 Silvia arrived v while they had x were having
dinner.

2 It was raining v so we were-takifg X took a taxi
back to the hotel.

3 | hae X was having a job interview when my
mobile phone was+irging X rang. It was a bit
embarrassing!

4 He was living v with his parents when he was
making X made his first million.

5 A: What were you doing v at ten o’clock?

B: We were negotiating v'a new contract with the
suppliers.

6 They were-having X had coffee first and then they
started v the meeting.

7 He wasbreaking X broke his leg when he fell
down v the stairs.

8 She waseeting X met her business partner while
she was working vas an intern.

Writing
Students write a short story from their own life.

10A Get students to look at the short story framework and
example story on page 127. Ask: What is the background of the
story? (It was in March a few years ago. The writer was working
late at the office.) What details does the writer give?

(It was snowing. The writer decided to go home, but driving
was impossible and the trains were cancelled. The writer
walked to a metro.) What was the conclusion? (The writer felt
lucky to have returned home safely.)

Give students time to write their short stories. Make sure they
use the Past Continuous as well as the Past Simple. Exercise 10A
could be set for homework and followed up with Exercise 10B in
the next class.

108 Put students in pairs. Remind them of the technique of
note-taking in Exercise 9B and encourage them to tell their
story naturally rather than read it out. During the activity,
monitor and help as necessary. Encourage students to ask at
least one question about their partner’s story.

MyEnglishLab: Teacher’s resources: extra activities
Grammar reference: p.119 Past Simple and Past Continuous

Pronunciation bank: p.114 Stress in compound nouns and
noun phrases

Teacher’s book: Resource bank Photocopiable 2.2 p.135
Workbook: p.10 Exercises 1-3, p.11 Exercises 1-3

2.3 > Communication skills
Dealing with interruptions

GSE learning objectives

« Canidentify the main points in a work-related meeting
on a familiar topic.

+ Can give detailed accounts of experiences, describing
feelings and reactions.

 Cangive or seek personal views and opinionsin
discussing topics of interest.

+ Canrespond tointerruptions in a meeting using fixed
expressions.

- Canexpress limited opinions and arguments during
work-related meetings.

Warm-up

Write meeting on the board. Ask: How would you define

a meeting? (when two or more people get together to
discuss a particular topic. It’s usually planned in advance.)
Say: Think about your last meeting. For pre-work students,
this would most likely be with other students or with

a teacher or school counsellor. For in-work students, it
would probably be a business meeting, team meeting,
planning meeting, etc. Ask different students to answer

a question or two about their meeting: How long did it
last? How many people were there? Did you mostly talk or
mostly listen? Was it boring or interesting? Was it
face-to-face or online?




Lead-in
Students talk about ways of taking turns and interrupting in
meetings.

1A Put students in pairs and ask them to discuss whether
interrupting in a meeting is positive or negative in their country
(see Notes below). If you want to extend the discussion, ask: /s
it ever important to interrupt? (If there was an emergency, yes.)
Can you interrupt someone without being rude? (Yes, if you
have a good reason and you are polite.)

Notes

Whether or not interrupting is considered positive

or negative generally depends on the individuals
and contexts involved rather than the wider culture.
If someone occasionally interrupts a semi-formal
meeting to make an important contribution or to ask
for clarification that most of the group needs, then
thatis generally not a problem. However, interrupting
a formal presentation is rarely appropriate. And if
someone constantly interrupts without trying to be
polite about it, the behaviour will generally be seen
as negative.

1B In the same pairs, students discuss the five statements.
During the activity, monitor and help as necessary. Once
students have discussed in their groups, have a few groups
share their answers with the class. There may be more than
one view, especially on statements 3 and 4. For 3, in an ideal
situation, you should prepare your contribution in advance,
but in some situations, that may be impossible because your
contribution will be a response to what others in the meeting
say. You cannot completely prepare for that. For statement 4,
ideally, we should not have to interrupt someone, but if they
are dominating the meeting, taking too much time or giving
incorrect information, it is probably appropriate to interrupt.
At times, it can also be important to ask for clarification of what
a speaker is saying.

Video

Students watch a video about preparing for an induction
meeting.

2A B 231 Inthefirst sequence, we see Beata preparing for
her day at work by doing some research about Evromed. Then
we see her arriving at the office to meet Jessica, the CEO of the
company, who will be giving Beata and other new starters an
introduction to the Diabsensor, one of the company’s products.
Explain to students that they are going to watch a short video
about a business meeting. Tell students to read questions 1-4
and then play the video. Check answers with the class.

1 family business 2 145 3 Europe 4 hospital

2B Discuss the questions with the whole class.

1 Sheis happy to answer questions at any time during
the presentation.

2 The trainees might interrupt her constantly as she
speaks.

Teacher’s notes p|

3A Explain to the class the idea of Beata having two options in
the meeting and go through the details of Options A and B with
the class. Make it clear that they can choose which option they
want to see first on the video. Put students in small groups and
ask them to discuss the two options, giving reasons for their
answers. Elicit ideas from a few groups and as a class, decide
which video to watch first.

38 232 E233 Asktheclasstoanswerthe questions
for Option A or B depending on their choice, and play the video.
You could ask students to discuss the questions in their groups

first, and then check the answers as a whole class. Do the same
for the second video.

Option A

1 She asked several questions, demonstrated her
knowledge of the product.

2 The other trainees were annoyed by her continually
interrupting. She didn’t consider them, but dominated
the conversation. They decided not to speak to her after
the presentation. She did not create a good rapport with
the team.

3 She was tolerant and remained polite, but finally
decided to invite questions from other interns; she didn’t
discourage Beata, but tried to make her understand it
was important that other people had the chance to ask
questions.

4 She felt she asked too many questions, but didn’t think
the other trainees were interested in the presentation/
product. She realised that she had annoyed Jessica
a little and would be careful not to do the same thing
at the next meeting.

Option B

1 She didn't interrupt; instead asked for permission to
speak, only asked a question to clarify a point she wasn’t
sure about.

2 One of the trainees thanked her for asking an important
question about glucose. At the end of the presentation
there is a positive atmosphere as the trainees chat
together, Beata included.

3 She responds well and answers her questions.

4 She felt there was a relaxed friendly atmosphere. She'd
wanted to ask a lot of questions but realised she needed
to let others speak.

4 Pput students in pairs to discuss the question. During the
activity, monitor and help as necessary.

5 234 studentsshould do this in the same pairs.
Explain that they are going to watch another video, which is
asummary of the ideas they looked at in the previous videos.
Play the video and give students 3-4 minutes to discuss and
make notes, then discuss the main learning points with the
whole class.

Option B is a more effective way to participate in meetings.
It's important to listen and show respect to the speaker
and the other participants. We should watch the other
participants and the speaker to find the right moment to
interrupt and ask permission before asking a question. We
should not ask direct or accusatory questions.

4
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Extra activities 2.3

A B 233 This activity gives practice with the product
description that Jessica gives in the video. Students
complete the exercise individually, then check answers in
pairs. Do a final check by showing the video.

1 small 2 handheld 3 grams 4 glucose 5 skin
6 manage

Reflection

Students reflect on the conclusions from the video and
discuss their own approach to interruptions in meetings.

6 Allow students to work individually on this so that they can
reflect on their own preferences and ideas. Ask them to think
of their own answers to the questions and to make notes.
Then put students in pairs to discuss their answers. Get brief
feedback from the class.

Functional language: Interrupting and
dealing with interruptions

Students look at questions that are commonly used to ask
permission to interrupt, accept an interruption and go back
to an earlier point.

7A Explain that this exercise highlights expressions from the
video that we use to interrupt and to respond to interruptions.
Get students to do the exercise in pairs, then check answers as
a class.

a Please goahead b Sorry tointerrupt
¢ So, as | was saying

7B Do this question as a quick whole-class activity.

Jessica invites questions from other members of the
audience: ‘But maybe someone else has a question?’

7¢ Get students to do this individually, then check answers in
pairs. Answer any questions if there is any disagreement about
the correct answers.

a3,610 b1l2 c457 d89

8 Tell students that they are going to build up a conversation
from some basic information that they will be given and the
phrases from Exercise 7. Divide the class into Students A, B and
Cand get them to form groups of three. There are no role cards
for this situation. After students have chosen which scenario
they want to practise, tell them to work together to make
notes for each speaker before they do the roleplay. During the
activity, monitor and help as necessary.

Extra activities 2.3

B-C These activities give more practice with the
turn-taking phrases from the video. Students do them
individually and check answers in pairs.

1 h(B)
7 a(0)

2d(A) 3e@ 4c@ 59D 6 f(A)
8 b(B)

Pronunciation bank
p.114: Stress in phrases for turn taking

Warm-up

Write on the board: Can [ just finish my point?
Ask: When do you say this? (when someone
interrupts you) Get students to say the phrase
and ask: Which syllables are stressed? Elicit
finish and point and underline them on the
board. Refer students to the explanation in
the box and drill the pronunciation of Sorry to
interrupt.

1 Askstudents to complete the exercise individually.
Do not confirm answers yet as students will check
them in the next exercise.

2 #>P2.02 Play the recording for students to listen
and check, and then again for them to repeat.

1 Please continue.

2 Aslwassaying, ...

3 The point | was making ...
4 Excuse me for interrupting.
5 Please go ahead.

Task

Students roleplay a meeting to discuss a controversial
proposal.

9A Put the class in groups of three or four and ask them to
read the three scenarios and to choose one they are interested
in talking about or to come up with their own.

9B Give students 3-4 minutes to make some notes about
arguments for or against the proposal they have chosen. Refer
them to page 127 for some example arguments. To make the
exercise work, there needs to be disagreement, so make sure
that they understand that even if they do not actually agree
with a certain position, for the sake of the argument, at least
one person should choose a different side from the others.

9¢ Tell each group to choose a chair for the meeting. This
person will be responsible for starting the meeting and keeping
it moving. The chair should make sure that each point of view is
heard. Remind students to use the phrases in Exercise 7. During
the activity, monitor and help as necessary.
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9D Tell students to discuss the language they used and what, if
anything, they found difficult. Round off the task by asking how
students will handle interruptions in the future. With stronger
classes, get students to write three action points starting /In
future meetings I will ...

MyEnglishLab: extra activities; Interactive video activities
Pronunciation bank: p.114 Stress in phrases for turn taking
Workbook: p.12 Exercise 1

2.4 > Business skills

Voicemail messages

GSE learning objectives

« Canunderstand the main informationinasimple
work-related phone message.

» Cannote keyinformation from a voicemail message.

« Canleave a polite voicemail message including key
information.

Warm-up

Ask for a show of hands: Who in this class uses voicemail?
If necessary, elicit or explain the meaning of voicemail. Ask
where they use voicemail (on a mobile phone, landline

at home, office phone, etc.) and then ask: How many
voicemails do you record or receive each day? Find out who
is the heaviest voicemail user in the class. Finally, ask if
anyone receives or leaves voicemail messages in English.

Lead-in
Students look at the language we use when we leave
voicemail messages.

1A Ask: Do you ever need to listen to voicemail messages more
than once? Get students to answer the question in pairs. Take a
poll to find out how many times, on average, students listen to
voicemail.

1B Put students in small groups and ask them to complete the
exercise. During the activity, monitor and help as necessary.
Invite groups to share answers with the class.

Possible answer

The caller speaks too fast / too quietly.

There is background noise.

The speaker has a strong accent.

You don’t understand the context of the message.

The caller doesn’t leave their full name and contact details.

1c Get students to do the exercise in pairs, sharing their
feelings about leaving messages. After they have finished, you
can turn thisinto a class poll. Write the numbers 1 to 5 on the
board, then read the numbers one at a time and ask students to
hold up their hands to show their answer.

Teacher’s notes p|

Listening

Students listen to a voicemail message received by the office
of a Human Resources Manager.

2A %201 Tellstudents they are going to listen to three
voicemail messages. Draw attention to the grid and point out
that they simply need to tick the correct column to describe the
speaker. Play the recording. Get students to check their answers
in pairs. Then check answers with the whole class.

Caller 1: speaks too fast Caller 2: is unclear
Caller 3: sounds annoyed

2B #2202 Getstudents to do the exercise individually, then
compare answers in pairs. It is likely that students will have
heard and understood different parts of the message. Point out
that collaborative listening is an authentic listening skill. If you
did not hear something, the person next to you may have.

1 EmmaNewman 2 MarkThomas 3 logistics 4 called
5 call him back on his mobile 6 447623911129
7 until4 p.m.today 8 send email

3A €203 Tell students they are going to listen to a fourth
message. Ask them to look at gaps 1-3 and point out that all
they have to do is decide which of these describe the aims of
the message. Play the recording. Check answers as a class.

1,3

3B %203 Askstudents to read the question and checklist.
For stronger groups, get them to do the exercise and then listen
to check. Play the recording, then check answers with the class.

The caller did everything except repeat her contact details.

3C Put students in pairs. During the activity, monitor. Ask a few
pairs to share their answers with the class before comparing
with the sample on page 128.

Sample answer

Daniella Rossi called re terms of new contract. Please
call back on 07654 322 187 before 2 p.m. today or leave
message with Elliot Barber, Ext. 5238. Also, please resend
copy of contract.

Extra activities 2.4

A €201 Getstudents to look at the blank message
form. Then play the recording, which is message 2 from
Exercise 2A, and get them to complete the exercise. Check
answers with the class.

1 don‘tknow 2 Carla 3 wants to talk about
interview candidates 4 called 5 no action
required 6 nonumberleft 7 none 8 none
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Functional language: Leaving a voicemail
message

Students look at useful phrases for leaving a voicemail
message.

4A Explain to students that these are questions and phrases
from the fourth voicemail message in the listening. Ask them to
complete the sentences with the correct words. You could do
this exercise with the whole class, checking answers as you go
along.

1 This is Daniella Rossi, R-0-S-5-I.

2 Emma asked me to contact her to discuss ...

3 (Canshealso re-send a copy of my new contract?

4 In case she doesn’t have my number, I'm on 07654 322
187.

5 Maybe she can leave a message with my assistant, Elliot
Barber.

6 I'm available to talk until 2 p.m. today.

7 | hope to hear from you soon.

4B Get students to look again at the seven categories in
Exercise 4A. Tell them that each sentence/question in Exercise
4B matches a category. Get them to do the exercise individually.
Then check answers with the whole class.

1g 2bej 3af 4cd 5k 6i 7h

Extra activities 2.4

B Get students to do the exercise in pairs. Point out that
this is message 3 that they listened to in Exercise 2A.
Remind students to follow steps 1-7 so that their message
is complete and correct. During the activity, monitor. Then
get students to compare their rewritten messages with
another pair.

Model answer

Good morning. This is Zhanna Petrovna - Ill spell that
foryou: Z-H-A-N-N-A, P-E-T-R-0-V-N-A. I'm calling
from the Logistics department. This is a message for
Emma Newman. Please ask her to call me back on
extension 4385 - that’s 4-3-8-5. I'd like to discuss the
references for one of the shortlisted candidates. Could
she call me back by the end of the day as it’s very
urgent? She can also call me on my mobile number:
0777 9345 299 - that’s 0777 9345 299.

Task

Students leave a voicemail message.

5A Putstudents in pairs. Allocate roles A and B and refer them
to the relevant page. Explain that each student is given a name,
phone number, reason for calling and action required. Each
student reads the information and makes notes to prepare the
voicemail message. Remind them to review the useful phrases
in Exercise 4. If possible, get them to practise their voicemail
message aloud.

5B If students can record their voice on their phone, tell them
to record their voicemail for their partner to listen to. If you
prefer, this could be done as homework. Get students to play
back their voicemail while their partner writes a message. If
they cannot record their message, ask them to say it as their
partner writes the message.

5¢C students use the checklist to check their message. During
the activity, monitor and help as necessary. Then ask students
to swap roles. By a show of hands, find out how many messages
in the class included all seven points.

MyEnglishLab: Teacher’s resources: extra activities; Functional
language bank

Workbook: p.12 Exercise 2

2.5 > Writing

Emails - Action points

GSE learning objectives

+ Can takesimple notes at meetings and summarise
action points.

+ Canwrite asimple summary of action pointsina
meeting.

+ Canexpress personal plans and intentions for the
future using going to.

Warm-up

Write Priorities for this week on the board. Elicit or explain
the meaning of priorities (the most important things)

and then give a few examples from your own life, e.g.
mark some exam papers, take my car to the mechanic’s,
buy a new shirt. Ask students to share a few of their own
priorities for the week.

Lead-in
Students listen to a meeting between three colleagues and
complete a list of action points.

1A €204 Ask: Have you ever had to take notes at a
meeting? Make sure students know what action points are
(priorities, things you have to do) and point out that the
purpose of many meetings is to identify action points. Get
students to look at the email. Tell them that the action points
are a summary of the meeting, so they will not hear the list
exactly as it appears in the email. Play the recording, then
get students to check their answers in pairs. Ask: What was
the meeting about? (preparations for building a factory in
Indonesia) If students found the exercise difficult, play the
recording again.

1 Investment 2 month 3 open 4 location 5 register
6 permissions 7 site manager 8 flights

1B Refer students to the audioscript on page 148 to check
their answers. For weaker classes, ask them to underline the
part of the script where each answer is given.




Functional language

Students look at useful language for writing an email that
includes action points.

2 Tell students that you are now going to look closely at the

language for writing an email with action points. Get them to
complete the exercise in pairs. You could copy the table onto

the board and invite different students to come up and write

answers in the correct column.

1 we are going to build a factory in Indonesia next year ...
we had a meeting with our Indonesian partner yesterday

2 get licence, visit Indonesia, open bank account

3 imperatives - get, visit, open, choose, register, organise,
interview, book

4 Matthew

5 by tomorrow

Extra activities 2.5

A > Ext201 Thisactivity gives further practice of
phrases to use in an email. Play the recording. Ask: What
was the meeting about? (problems last week with late
deliveries, the possibility of finding new suppliers, the
need for more factory staff, problems with equipment,
customer complaints) Ask students to complete the
exercise individually and then get them to check answers
in pairs before class feedback.

1 problems 2 new/alternative 3 week
4 advertise 5 candidates 6 Wednesday 7 Aiko
8 Filipo 9 strategy 10 thisweek

Optional grammar work

The email in Exercise 1A contains examples of will and
going to for the future, so you could use them for some
optional grammar work. Refer students to the Grammar
reference on page 119 and use the exercises

in MyEnglishLab for extra grammar practice.

Task

Students write an email outlining action points from
a meeting.

3A %205 Pputstudentsin pairs and refer them to the list
of action points on page 128. Get them to read through the
points. They will number them in the order that they come up
in the meeting and delete any points that are not mentioned.
Play the recording and ask students to do the exercise
individually, then check answers with a partner.

« letter to employees explaining situation - 3

- meeting with all staff - 2

- contact with individual customers - 4
- emailinviting staff to meeting - 1

« press release - 5

Teacher’s notes p|

3B Seta time limit for the writing task and remind students

to use the corrected action point list from Exercise 3A and

the phrases from Exercise 2. Students can write their emails
individually and then come back together for Exercise 3C.
Alternatively, they can write their emails in pairs and then work
with a different partner for Exercise 3C.

Model answer

To: CEO
From: Kenzo
Subject: Meeting about Indonesian factory

As you know, we had a meeting to discuss the best way to
inform staff and customers about the possible takeover of
our company by Bines plc. We feel it is important to inform
them of the situation before they hear it from the press.
We think we should meet the staff to explain the situation
and also that we should contact our biggest customers as
soon as we know the takeover is going ahead.

Key action points:

- send email inviting staff to meeting

- have meeting with all staff

- send staff a letter outlining the situation

- contact biggest customers

- issue press release after speaking to biggest customers

3¢ Remind the class about the meaning of formal (more
polite) and informal (more friendly). Get them to answer the
questions. During the activity, monitor and help as necessary.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive grammar practice; Writing bank
Grammar reference: p.119 will and going to
Workbook: p.13 Exercises 1 and 2

Business workshop »2
Investing your money

GSE learning objectives

» Canextract key details from conversations between
colleagues about familiar topics.

« (Cananswer basic questions about information
presented in graphs and charts.

Background

Students learn about three friends who set up an investment
club.

1 Askstudents to read the background and discuss the
questions in pairs. Check answers with the class.

1 They want to invest their own money in the stock
market.

2 because they didn’t have enough money (to make
investments alone)

3 you don’t need to have a lot of money; sharing
knowledge and ideas; making joint decisions;
sharing risk

4 They are researching the best industries.
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Investment possibilities

Students listen to a conversation about possible investments
and complete notes.

2A > BW 201 Write graphite on the board and ask if anyone
knows what it is. (It is used in the writing part of pencils, and
the raw material comes from mines.) Ask which sector graphite
mining is in (primary, because it’s a raw material). Then write
graphene (a new material made from graphite) and ask if
anyone has heard of it. Ask which sector graphene production
is in (secondary, because it's manufactured). Explain that

the friends are talking about the best industry to invest in.

Get them to read the five statements. Elicit or teach nuclear
waste (dangerous unwanted material from the nuclear power
industry). Play the recording. Students listen and complete the
exercise individually. Check answers with the class.

1T 2T 3T 4F 5F

2B > BW 201 Forstronger classes, get students to try to
complete the exercise before listening again. Otherwise, play
the recording and get students to complete the notes. Check
answers with the class.

1 graphite 2 steel 3 heat 4 tablet 5 charge

3A >BW202 Tellstudents that they are going to listen to
Toni explaining her research to Melanie and Franco. Explain or
elicit the meaning of package holiday (a vacation that includes
the travel, accommodation and sometimes food for one price),
spa (a place where people go to relax) and profit (the money

a company keeps after it has paid all of its costs). Point out that
the exercise is to identify things that Toni doesn’t mention. Play
the recording. Students complete the exercise individually,
then check answers in pairs.

camping, train travel, cooking

3B > BW202 Checkor elicit the meaning of mega-resort
(a very large hotel with lots of entertainment and sports
facilities). Play the recording again. Students complete the
exercise individually, then check answers in pairs.

1 tourism 2 online 3 chains

4 €BW203 Tellstudents that they are going to listen
to Franco talking about his research. Get them to read the
questions. Then play the recording. Check answers as a class.

1 the food industry 2 healthy snack market
3 companies new to the industry 4 because itis growing
faster than other markets in the food industry

Extra activities Business workshop 2

A ©BW203 Inthis exercise students will listen more
closely to what Franco says. Play the recording and get
them to complete the exercise. Check answers with

the class.

1 doyou think,go 2 margins 3 proper meals
4 Companies new, making, profits 5 free-from
6 packaging 7 ideal, working 8 beating

5A Ask students which words and phrases they know for
trends (e.q. go up, rise, increase; go down, fall, decrease, drop;
remain stable/steady, level). Get them to look at the data

in the charts again and decide which industry looks like the
best investment. Remind them of the use of comparatives for
describing graphs, e.g. Sales were lower this year than last year.
Prices rose more this year than last year.

5B Groups make a decision.

5C Have weaker classes do this as a group. Stronger classes
could do itindividually, possibly as homework.

Model answer

To all club members

[ think that it would be best to invest in the food industry,
in particular, healthy snacks. This is because more and
more people are eating snacks, but they also want to keep
fit and eat less sugar, salt and fat, etc. | therefore think that
this market has great potential for expansion.

Company investment checklist

Students discuss what they would like to know about
a company before investing in it.

6A Put students in groups. Elicit or teach the meaning of sales
figures (the amount of money a company earns by selling its
product or service). Do not check answers yet as Exercise 6B
will answer the question.

6B #>BW 204 Getstudents to read the notes. Answer any
questions they have about vocabulary. Then play the recording.
Students check answers in pairs.

1 history 2 set,up, when 3 reports 4 worth
5 strengths and weaknesses 6 Management

7 experience 8 employees 9 Future 10 risky
11 social

6C In pairs or small groups, students formulate questions.
During the activity, monitor and help as necessary. See the
answer key to Extra activity B for possible answers.




Extra activities Business workshop 2

B This activity gives more practice with question
formulation. You could assign each student a question,
then check answers as a class. Alternatively, get students
to complete the exercise individually, then check answers
in pairs.

How many people work for the company?
Where is the company based?

When did you start the business?

Did the company make a profit in the first year?
When did you start exporting to Thailand?
How much was the factory producing last year?
What are your future plans for the company?
Who is the CEO of the company?

Have you got much experience in the industry?
Why did you decide to move into the mining
industry?

OVOENAOU A WNR
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Task: Choose a company to invest in

Students discuss three companies and choose one to
investin.

7A Putstudents in groups. Explain the task. There are
descriptions of three companies. Allocate roles A, Band C

and refer each group to the relevant page for their company.
Teach or elicit some of the vocabulary that may be new to
students: company vision (an idea of what top managers think
a business should be like, including the sort of product they
want to produce, the level of quality they want to provide, how
they want consumers to see them and so on), current product
range (the products that a company makes at this time),
financial performance (how much money a company earns),
additional factors (one of several things that influence or cause
asituation). Encourage them to use their dictionaries for any
other words they do not understand. Each group follows the
four steps. During the activity, monitor and help as necessary.

Teacher’s notes )|

7B Groups take turns to present their company to the class,
following the four bullet points. Help as necessary by quiding
with questions.

7C Do the exercise as a class.
MyEnglishLab: Teacher’s resources: extra activities

Review €2

1 1 financial, card, tertiary 2 primary, agriculture
3 manufacturing, secondary 4 automotive 5 retail
6 extraction, drilling

2 1 wasstudying 2 had 3 wasworking 4 met
5 was explaining 6 was 7 owned 8 offered
9 didn'thear 10 repeated 11 was waiting
12 interrupted

3 1 sorry tointerrupt 2 before we speak 3 justsay
something 4 Goingbackto 5 forinterrupting
6 Canl 7 lwasmaking

4 1 this 2 message 3 returning 4 callmeback 5 get
6 hearing

51 know 2 involve 3 meeting 4 decide 5 organise
6 by
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CLASSWORK

Students discuss the importance of schedules and budgets.

Students watch a video about the construction of London’s
Millennium Bridge.

Students look at project management vocabulary.
Students do a project debriefing.

Students discuss shipping canals.

Students listen to information about the construction of
three of the world’s most important canals. They also listen
to three people explain the service their company can offer
and how much it will cost.

Students learn how to use comparatives and superlatives.
Students discuss and decide on a bid.

Students explore ways of leading and instructing others.

Students watch a video of a discussion about a change to
a delivery schedule.

Students reflect on the conclusions from the video and
discuss their own approach to giving and responding to
instructions, and standing their ground.

Students look at phrases that are commonly used to give
and respond to instructions and to stand your ground.

Students roleplay a scenario where a leader needs to direct
the group but group members need to stand their ground and
resist what they are being instructed to do.

Students look at the language we use when we give and
receive updates and discuss follow-up action items.

Students listen to a meeting where everyone is standing up
and they take turns by throwing a ball to a person who then
speaks.

Students look at language for asking for and giving updates.

Students do a roleplay where they ask for and give updates.

Students read an email asking for a project update, then
correct the spelling mistakes in it.

Students look at the language of requesting a project
update.

Students write an email requesting an update.

Students read a meeting agenda and a project priority box.
Students analyse meeting minutes and follow-up emails.
Students hold a project meeting.

FURTHER WORK

MyEnglishLab: Teacher’s resources:
extra activities; Reading bank

Pronunciation bank: p.115 Stress in
derived words

Teacher’s book: Resource bank
Photocopiable 3.1 p.136

Workbook: p.14 Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities

Pronunciation bank: p.115 Weak
forms in comparisons

Grammar reference: p.120
Comparatives and superlatives

Teacher’s book: Resource bank
Photocopiable 3.2 p.137

Workbook: p.15 Exercises 1 and 2,
p.16 Exercises 1 and 2

MyEnglishLab: Teacher’s resources:
extra activities; Interactive video
activities

Workbook: p.17 Exercise 1

MyEnglishLab: Teacher’s resources:
extra activities; Functional language
bank

Workbook: p.17 Exercise 2

MyEnglishLab: Teacher’s resources:
extra activities; Interactive grammar
practice; Writing bank

Grammar reference: p.120
(not) enough

Workbook: p.18 Exercises 1 and 2

MyEnglishLab: Teacher’s resources:
extra activities




Business brief

Projects and your
students

Teacher’s notes p|

The main aim of this unit is to introduce students to the concept of projects and project
management. A project is a carefully planned piece of work, intended to build or
produce something new or to deal with a problem. The result of a project is often called
a deliverable. Project management is the work of coming up with ideas, planning,
controlling and finishing the job.

A project has a clear goal or desired outcome, which is to be achieved within four main

constraints:

1 the schedule, which usually includes not only a target date for completion, but also
deadlines along the way.

2 the budget, which usually specifies how much money can be spent on a project, and
also specifically what the money is spent on and often when it can be spent.

3 the scope, which is the understanding of exactly what is and isn‘t included in the
project.

4 quality, which, in business, means the fitness for purpose of a product or service. This
alsoincludes how a product or service compares with competing products or services in
the marketplace, and possibly the degree to which it is produced correctly or conforms
to any regulations relating to the product.

One big challenge of project management is balancing these four constraints, which are

often in direct competition with one another. For example, it might be desirable for a

project to take months to develop a high-quality product, but the reality of the budget

may be that a medium-quality product has to be produced in weeks. The constraints of

a project are usually explained in some kind of project documentation, often a brief that

includes a schedule, a budget, a scope-of-work statement, along with other details about

exactly what will be produced.

Though some small business projects are carried out by individuals, most are the work of
teams. In addition to managing the constraints mentioned above, a project manager must
also manage the work of teams who are often from a variety of disciplines. There

are several different ways of approaching project management.

The traditional ‘waterfall’ approach breaks the project into a set of four clear process
areas, typically:

1 initiation.

2 planning and design.

3 execution.

4 completion or closing.

Afifth process area is monitoring and controlling, which connects with and oversees
areas 2 and 3 above.

While the above works well for small, well-defined projects, it often does not work for
larger, more complex projects - for example, civil engineering projects such as building
road networks or canals. In such cases, an iterative and incremental approach is taken,
where there is an ongoing and repeating cycle of planning, analysis, testing and evaluation
that eventually leads to a deliverable. This sort of approach is much more effective for
large, multi-company projects, projects with requirements that may change quickly and
projects with a lot of financial risk. In the world of software development, this iterative
approach is called the agile model, where a product emerges over time through the
collaboration of different teams. This approach allows projects to evolve and to respond
quickly to change.

Itisimportant that students are aware of projects and project management. There is
project work in almost any industry or professional environment, and also in formal
educational contexts. Having a better understanding of projects and project management,
and understanding the basic concepts and terminology has immediate practical
applications for everyone.
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Unit lead-in

Ask students to look at the photo and quote. The International
Space Station is a huge, complex project built by the space
agencies of Canada, Europe, Japan, Russia and the USA. Planning
beganin 1984, and construction started in 1998 and was
completed in 2011. Check that students know the meaning of
riot (a situation in which a large crowd of people are behaving
in aviolent and uncontrolled way, especially when they are
protesting about something). Ask if anyone knows anything
about Groucho Marx. He was an American comedian, writer and
actor who lived from 1890 to 1977, and is considered by many
to be one of the greatest American comedians ever. Discuss the
quote. Do students agree? Why / Why not?

3.1 > Project management

GSE learning objectives

« Canunderstand a large part of avideo on
awork-related topic.

« Canexpress belief, opinion, agreement and
disagreement politely.

« Cangivestraightforward descriptions on a variety of
familiar subjects.

+ Cangiveasimple update on a work-related project.

+ Canshow a basicdirectrelationship between a simple
problem and a solution.

Warm-up

Write the following words on the board and teach or elicit
their meanings: schedule (a plan that includes dates and
times), budget (a plan for how much money you can spend
on something). Ask: What in your life has a schedule? What
has a budget? Elicit answers. (Example answers: schedule -
work or classes, public transport, holidays, mealtimes,
television shows, projects; budget - household bills and
expenses, saving for something, holidays)

Lead-in
Students discuss the importance of schedules and budgets.

1 These comments are meant to activate students’ ideas about
or experiences of schedules and budgets, as well as of the story
the video tells. After students have discussed in pairs, take a
vote for which comments are the most agreed with.

Video

Students watch a video about the construction of London’s
Millennium Bridge.

Notes

Built between 1998 and 2000, the Millennium
Footbridge is the thirty-third bridge over the Thames in
the Greater London Area. It links the Bankside Gallery,
Tate Modern art museum and the Globe Theatre on the
south of the river with St Paul’s Cathedral on the north
side. On the day that it opened in June 2000, people who
used it complained that it moved from side to side as
they walked across it, and it was closed after being open
for only two days. Engineers discovered that the motion
was harmless, but spent the next two years modifying
the bridge to eliminate the unwanted movement.

2A Do this exercise with the class and discuss any guesses
students may have. The actual answer is that the bridge was
closed because it moved from side to side when people walked
over it, and the builders feared it might be dangerous, but

you don't need to tell the class that at this point, as it will be
revealed in the video.

28 B 311 Before playing the video, encourage students to
listen out for the ideas they discussed in Exercise 2A.

The bridge moved from side to side when people walked
over it. They fixed the problem by attaching additional
parts to stop movement.

3 B311 Askstudents to read through the statements.
Teach or elicit the meaning of nightmare (literally a very bad
dream, but in this context, a very bad situation). With stronger
groups, get students to try the exercise first and then check
their answers by watching.

1F 27T 3T 4F 5T 6T 7T 8F

4 putstudentsin pairs or small groups to do the exercise. For
question 1, if students need help getting started, give them
arecent or historical example, such as the Volkswagen diesel
emissions scandal in 2015, the sinking of the Titanicin 1912,
BP’s Deepwater Horizon disaster in 2010 or the Rio Olympics,
all of which were plagued by problems. For question 2, there
is no clear correct answer. On the one hand, the problems with
the bridge will always be part of its story, but they were fixed,
which can be seen as a great success.

Extra activities 3.1

A B 311 Thisactivity gives practice with the skill

of understanding cause and effect, and of summarising.
Students complete the exercise individually, then check
answers in pairs. Do a final check by showing 02:18-02:52
of the video again.

a5 b2 c4dl e3

Vocabulary: Managing projects
Students look at project management vocabulary.

5 Check that students understand anticipating (expecting,
preparing for), milestones (points in a project that you plan to
reach at a certain time), risk register (a list of common risks to look
outfor) and setback (a problem that causes a delay). Get them to
complete the exercise individually, then check answers in pairs.

1 budget 2 riskmanagement 3 anticipating
4 setback 5 milestones 6 project managers 7 predict
8 risk register

Extra activities 3.1

B This activity gives practice with more vocabulary from
the video. Students complete the exercise individually,
then check answers in pairs.

1c 2d 3a 4f 5b 6¢e




Word building - verbs and nouns

6 Explain thatin English, words or parts of words are
sometimes used in different parts of speech (see Notes below).
Put students in pairs and ask them to do the exercise. Go
through the answers with the whole class.

Notes

Manage is a verb, but has the noun form management,
which is the work of managing, and also manager,

a person who manages. Noticing that -ment and -ion
often appear on the end of nouns can help students
guess the meaning of words they have never met before.

1 construction 2 suspension 3 move 4 investigate
5 communication 6 identification 7 solve 8 addition
9 attach 10 decision

7A Do the exercise as a class.

1 construction, management 2 investigate, identify,
solution 3 attached, movement

78 Putstudents in pairs or small groups to discuss the
questions. During the activity, monitor and help as necessary.
Check answers by having a few pairs/groups share their ideas
with the class.

Possible answers

1 Because if something goes wrong, many people could
be injured or killed.

2 Probably yes. The problem was very complicated and
it was important for the engineers to find the correct
solution. A lot of money had already been spent on the
project, so they needed to fix it properly.

3 They could have removed the bridge and started again.
As the bridge was safe, they could have opened it again
and talked about the wobble as a feature rather than
a problem.

Pronunciation bank
p-115: Stress in derived words

Warm-up

Write the following words on the board:

arrange - arrangement, imagine - imagination.
Get students to say the words and ask: Which
syllable is stressed in each word? (arrange -
arrangement, imagine - imagination) Ask: What'’s
the difference between the pairs of words? (In
the first pair, the stress is on the same syllable

in both words, but in the second pair, the stress
moves to a different syllable in the second word.)
Refer students to the explanation in the box and
drill the pronunciation of the four words there.

Teacher’s notes )|

1 Ask students to complete the exercise in pairs and
then check answers with the class. Do not confirm
answers yet as students will check them in the next
exercise.

2 #>P3.01 Pplay the recording for students to check
their answers. Then play the recording a second time
for students to listen and repeat.

add — addition - moves

construct —~construction - stays the same
investigate — investigation - moves
suspend — suspension - stays the same

3 Putstudents in pairs and ask them to complete the
exercise. Check answers with class.

Possible answers interest - interested -

attach - attachment interesting
communicate - move - movement
communication perform -
describe - description performance
detail - detailed person - personal
happy - happiness present -
identity - identify - presentation

identification reason - reasonable

Project: A project debriefing and lessons
learnt
Students do a project debriefing.

8A Check that pre-work students understand that they have
experience working on projects in school or as a hobby (saving
for, buying and learning to play a guitar, for example). Students
read and answer the questions individually. During the activity,
monitor and help as necessary.

Possible answers

1 | created a presentation for biology class. | explained the
animals and plants of the Sahara Desert.

2 | worked with two classmates.

3 The research went very well. We enjoyed that part of
the project, and we had a lot of interesting facts and
information as well as pictures.

4 The biggest challenge was the presentation. We all
felt very nervous and when we spoke, we were too
quiet. The content of the talk was interesting, but the
presentation was too quiet and boring.

5 Next time | would practise more.

8B Explain the meaning of debrief (discuss a project after
completion in order to discover what went well and what could
be improved next time). Make it clear that students are asking
each other questions and writing down their partner’s answers
on the form rather than their own. During the activity, monitor
and help as necessary.
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Possible answers

Project description: biology presentation

Team members: Tomas and two classmates

Successes: good research and interesting content
Challenges: the presentation - speakers were nervous and
the talk was too quiet and boring

Lessons learnt / Improvements for next time: practise
speaking to give a good, interesting presentation

9A Do this exercise as a class. You could invite individual
students to come to the board and write their ideas to build
up the list.

Model answer

Don‘t

- try to do too much.

- make an unreasonable schedule.

- expect other people to do all the work.
- forget to share information with everyone on the team.
- try to do everything yourself.

Do

- plan carefully.

- communicate with the team.

- make a clear schedule.

- practise presentations.

- share the work equally.

MyEnglishLab: Teacher’s resources: extra activities
Pronunciation bank: p.115 Stress in derived words
Teacher’s book: Resource bank Photocopiable 3.1 p.136
Workbook: p.14 Exercises 1-3

3.2 > Large-scale projects

GSE learning objectives

 Canextractkey factualinformation such as dates,
numbers and quantities from a presentation.

+ Canmake comparisons using (not) as ... as with
adjectives and adverbs.

+ Canuseallforms of comparatives and superlatives of
adjectives.

« (Can make direct comparisons between two or more
people or things using known adjectives.

Warm-up

Write ships on the board. Ask students what big ships they
have ever seen or been on. Ask: Why are ships important in
today’s economy? (They transport raw materials and goods
all over the world.) What do they carry? (Everything! Oil and
gas, minerals, cars, toys - almost anything you can think of)

Lead-in
Students discuss shipping canals.

1A Get students to discuss the questions in pairs or groups

or, for weaker groups, do the exercise with the whole class. If
necessary, teach or elicit some of the jobs created by this sort of
large-scale building project (see Notes below).

Notes

Large-scale engineering projects generally require

workers from a wide range of fields. Here are a few

examples:

- accountant: someone whose job is to keep and check
financial accounts, calculate taxes, etc.

« designer: someone whose job is to make plans,
roads, buildings, etc.

- engineer: someone whose job is to design or build
roads, bridges, machines, etc.

« labourer: someone whose work needs physical
strength, e.g. building work

+ manager: someone whose job is to manage part or
all of a company or other organisation

Possible answers

1 easier trade, shorter journeys for ships, revenue from
charging canal users

2 engineers, labourers, cooks to feed the workers,
specialised machine operators

3 some of the longest shipping canals in the world:
Qaraqum Canal, Russia; Saimaa Canal, Finland; Eurasia
Canal, Russia; Erie Canal, USA; Nara Canal, Pakistan;
Rhone-Rhine Canal, France; Gota Canal, Sweden

1B Askstudents to locate Egypt, the Mediterranean Sea, the
Red Sea, the Atlantic Ocean, the Pacific Ocean and China on the
map. Do the exercise as a class.

a Suez Canal b Panama Canal c¢ Grand Canal

Listening

Students listen to information about the construction of
three of the world’s most important canals.

2 301 Explain that students are going to hear about the
three canals. Give them time to read items a-f so they know
what they need to listen for. Do the exercise individually, then
checkin pairs.

1da 2eb 3cf

3 #2301 Goovertheinformation that students need to
listen for. For weaker classes, write the answers on the board
in random order so that students can see the figures they need
to use. Teach or elicit the meaning of minimum width (the
distance from one side to the other, at the narrowest point)
and minimum depth (in a canal, the distance from the top of
the water to the bottom of the canal). Point out that not every
person will hear every answer, so after they listen, get them to
check answers in pairs. Then quickly go over the answers with
the class. If necessary, play the recording again for students to
listen out for the answers.

11,700 21,700 3 Five 4 four 54 6 30,000
71900 8190 955 1077 114 12375 1333 1412




Extra activities 3.2

A €301 Thisactivity practises vocabulary from the
listening. Explain that a collocation is two or more words
that are often used together. For weaker classes, get
students started by doing the first item together. Get
students to complete the exercise individually, then play
the recording for them to check their answers before class
feedback.

le 2d 3f 4a 5b 6¢C

B This activity uses the collocations from Exercise A. Get
students to do the exercise individually, then go over the
answers with the whole class.

1 missed, target 2 come in under budget
3 begin work 4 fell behind schedule
5 run out of money 6 ran over budget

C This exercise focuses on depth, width and length. You
could introduce it by drawing a simple diagram of
aswimming pool on the board, with a 5 to indicate depth,
a 10toindicate width and a 15 to indicate length. Ask:
What is the pool’s depth? How deep is it? (5 m) What is the
pool’s width? How wide is it? (10 m) What is its length?
How long is it? (15 m) Get students to do the exercise
individually, then go over the answers with the whole
class.

1 deep, depth 2 length, long 3 wide, width

Grammar: Comparatives and
superlatives
Students learn how to use comparatives and superlatives.

4A 302 Tellstudents that they are going to listen again
to some extracts from the listening and focus on the grammar.
Teach or elicit time-consuming (taking a lot of time). Play the
recording as students complete the exercise. Check answers

in pairs.

1 longest 2 moreamazing 3 hardest 4 later
5 mostimportant 6 shorter 7 lessdifficult 8 harder
9 asstraightforward as 10 least challenging

4B Complete the grammar rules as a class.

1 comparative 2 superlative

5 Refer students to the Grammar reference on page 120. Give
them a few minutes to do the exercise individually. Monitor and
if students are struggling with any of the items, write them on
the board and go through them with the whole class.

1 notaslongas 2 theleast profitable 3 the least
modern 4 notas expensive as/ less expensive than
5 notaslargeas 6 laterthan

Teacher’s notes p|

Extra activities 3.2

D This activity gives further practice with comparatives
and superlatives. Give students a few minutes to do

the exercise individually. Monitor and if students are
struggling with any of the items, write them on the board
and go through them with the whole class.

1 the biggest 2 more popularthan 3 aseasyas
4 the least expensive 5 the mostimportant

6 less experienced than / not as experienced as

7 less quickly 8 leastdifficult 9 more urgently
than 10 the most clearly

Pronunciation bank
p.115: Weak forms in comparisons

Warm-up

Write on the board: /'m taller than him. Get
students to say the sentence. Do not comment
on their pronunciation yet. Refer them to the
explanation in the box. Then get them to say the
sentence, paying attention to the pronunciation
of taller and than.

1 Askstudents to complete the exercise in pairs.
During the activity, monitor and help as necessary.
Note that students will listen and check their
pronunciation in the next exercise.

2 > P3.02 Play the recording for students to check
their pronunciation. Then play the recording a second
time for students to listen and repeat.

Listening

Students listen to three people explain the service their
company can offer and how much it will cost.

6A #>3.03 Explain that the listening is still about projects,
but considers a very different type of project: the installation
of a computer network in a shipping company. Explain that in
business, many projects are put out to bid (see Notes below).
Say: We're going to listen to three bids for a new computer
network. Refer students to the two questions so they know
what to listen for. Play the recording. Get students to check
answers in pairs, then go over them with the class.

Notes

Abid is an offer to do work or provide services for a
specific price. Often, when a company needs a product
orservice, it will ask several possible suppliers to bid
for the job or product. At a minimum, this will include
a price, schedule and budget. After considering several
bids, a company will usually choose one and sign a
contract with that supplier.

1 BidB 2 BidC
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6B %303 Teach orelicit the meaning of technician

(a person who looks after certain processes or equipment) and
guarantee (an agreement to fix any problems that arise with

a product or service, usually within a given time, such as a year).
Play the recording. Check answers in pairs.

Bid A Bid B Bid C

February 20 February 13 March 6

five days one day three weeks

yes no yes

no yes yes

three years one year two years

€13,000 €17,000 €11,000
Speaking

Students discuss and decide on a bid.

7A Students write sentences comparing the bids individually.
During the activity, monitor and help as necessary.

78 Put students in small groups to discuss the three bids, using
the sentences they made in Exercise 7A. Encourage each group
to reach a consensus. At the end, ask groups to share their
decision.

MyEnglishLab: Teacher’s resources: extra activities
Pronunciation bank: p.115 Weak forms in comparisons
Grammar reference: p.120 Comparatives and superlatives
Teacher’s book: Resource bank Photocopiable 3.2 p.137
Workbook: p.15 Exercises 1 and 2, p.16 Exercises 1 and 2

3.3 > Communication skills
Giving instructions

GSE learning objectives

« Canunderstand instructions delivered at normal
speed and accompanied by visual support.

+ Caninfer speakers’ opinions in conversations on
familiar everyday topics.

- Cangive or seek personal views and opinions in
discussing topics of interest.

« Cangivesimpleinstructions to complete a basic task,
given a model.

+ Canrespond to opinions and instructions in a work
situation.

« Cangivesimple, clearinstructions and allocate tasks.

Warm-up

Ask: Who tells you what to do? If students need help
getting started, you could say, e.g. My boss tells me to
come to meetings. My partner tells me to help out with
dinner. Ask: Do you ever tell people what to do? Or do
you ask nicely?

Lead-in
Students explore ways of leading and instructing others.

1A putstudents in pairs and ask them to discuss the statements.
Get a few opinions and discuss ideas as a class.

1B Students discuss in pairs, then compare answers as a class.

Video

Students watch a video of a discussion about a change to
a delivery schedule.

2A B 331 Inthefirst sequence, we see Daniel introduce
Clarice and Beata. The three then have a meeting together. Daniel
explains that he is leaving Beata in charge of the Diabsensor
project. Play the video from 00:00 to 01:15 and do the matching
exercise with the whole class.

1b 2c 3a

2B Discuss the questions with the whole class. Teach or elicit
the meaning of the expression handle it (deal with a situation or
problem by behaving in a particular way and making particular
decisions).

Beata feels confident. She says she has the required work
experience and she says she can ‘handle it and that she
can get support from Daniel.

2c B331 Explain that Beata has a problem with components
for the Diabsensor. This part of the video shows Beata and Clarice
discussing this issue. Get students to look at the questions so they
know what to listen for. Then play the next part of the video while
students do the exercise in pairs.

1 The problem is that Beata needs the components earlier
than planned.
2 17 Aprilc 9 May d 10May b 28 May a

3A Get students to think about possible solutions to the
problem. Ask how they would handle a conversation with a
supplier. Explain the idea of Beata having two optionsin her
conversation with Clarice and go through the details of Options

A and B with the class. Make it clear to students that they can
choose which option they want to see first on the video. Put
students in small groups and ask them to discuss the two options,
giving reasons for their answers. Elicit ideas from a few groups
and as a class, decide which video to watch first.

38 332 333 Tellthe class to answer the questions for
Option A or B depending on their choice, and play the video. You
could ask students to discuss the questions in their groups first,
and then check the answers as a whole class. Do the same for the
second video.




Possible answers

Option A

1 There is no solution. Clarice will have to find one.

2 Beata simply tells Clarice that she has to find the
solution.

3 We do not know, but we can sense that she is not
satisfied with the situation.

4 We do not know, but it is likely that this has not helped
the two women build a strong relationship.

Option B

1 The solution is that Beata may be able to transport the
consignment via another supplier.

2 Beata and Clarice arrive at the solution together.

3 Clarice seems pleased with this solution.

4 We do not know, butitis likely that this has helped the
two women build a strong relationship.

4 put studentsin pairs and give them 3-4 minutes to discuss
the questions. During the activity, monitor and help as
necessary.

5 B 334 Studentsshould do this in the same pairs as
Exercise 4. Explain that they are going to watch the last section
of the video, which is a summary of the ideas they looked at in
the previous videos. Play the video and give students

3-4 minutes to discuss and make notes, then discuss the main
learning points with the whole class.

Possible answers

You should remember that you can take different
approaches (use your authority or use a more collaborative
approach) depending on the situation. You should think
about how the other person will feel and how this will
affect your working relationship. Flexibility and the ability
to see the other person’s point of view are important skills.

Reflection

Students reflect on the conclusions from the video and
discuss their own approach to giving and responding to
instructions, and standing their ground.

6 Allow students to work individually on this so that they can
reflect on their own preferences and ideas. Ask them to think
of their own answers to the questions and to make notes.
Then put students in pairs to discuss their answers. Get brief
feedback from the class.

Functional language: Giving and
responding to instructions, standing

your ground

Students look at phrases that are commonly used to give and
respond to instructions and to stand your ground.

7A Explain that this exercise highlights expressions from the
video that we use to give and respond to instructions, and to
stand our ground. If it has not already come up, teach or elicit the
meaning of manoeuvre (movement, adjustment). Get students to
do the exercise in pairs, then check answers as a class.

1h 2c 3f 4a 5b 6d 7g (eisextra)
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78 Students do this individually, then check answers in pairs.

ald b26 c3,57

7¢ Get students to do this individually, then check answers
in pairs. If necessary, teach or elicit the meaning of flexibility
(ability to move or change) and point out that my hands are
tied is a metaphor - a figure of speech that is not literally true
(see Notes below).

Notes

Tie literally means fasten things together or hold them
in a particular position using a piece of string, rope, etc.
Itis used in a lot of expressions that can be usefulin
business contexts.

« tie in with something: be similar to another idea,
statement, etc.

« be tied to/by something: be restricted by a particular
situation, job, etc., so that you cannot do exactly as
you want

- tie-in: a product such as a record, book or toy that
is related to a new film, TV show, etc. used to help
promote the film, etc.

« break a tie: end a relationship with a person or
organisation

a3,4 b26 «cl1,57

8 Tell students that they are going to build up a conversation
from some basic information that they will be given and

the phrases from Exercise 7. Divide the class into Students A
and B and get them to form pairs. Give them 2-3 minutes to
look through the phrases in Exercise 7 and to make sure they
understand the situation and their roles. For weaker classes,
get students to work together to make notes for each speaker
before they do the roleplay. During the activity, monitor and
help as necessary.

Extra activities 3.3

A This activity gives more practice with the phrases for
giving and responding to instructions. Students do the
exercise individually and check answers in pairs.

1 Canyou bring Clarice up to speed?

2 You need to meet this new deadline.

3 I'm sorry, there’s no flexibility on this deadline.
4 |'d like you to change the delivery date.

5 Iwould like to help you, but | cant.

6 I'm afraid I'm just not that flexible.

7 1 have no room for manoeuvre on this.
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Task

Students roleplay a scenario where a leader needs to direct
the group, but group members need to stand their ground
and resist what they are being instructed to do.

9A This works best with groups of three. If you have more
than three people in a group, either share a scenario between
two people or choose an observer, who will make notes and
give feedback about the approach the leader chooses to take.
Students will need to do a certain amount of preparation
before they begin the task, so bear this in mind when you are
planning this stage. Put the class in groups of three and have
each group choose one of the three scenarios and decide who
will be the leader.

9B Refer the non-leaders to the information on page 129 and
make sure they look only at the information for the scenario
their group has chosen. Tell the leaders that they need to think
about how they will deal with the situation. During the activity,
monitor and help the leaders as necessary. Allow 3-4 minutes
for everyone to think and make some notes about what they
will need to say.

9C Ask groups to do the roleplay. During the activity, monitor
and help as necessary.

9D Tell students to discuss the language they used and what,
if anything, they found difficult. Round off the task by asking
how students will handle giving and responding to instructions
and standing their ground in the future. With stronger classes,
get students to write three action points starting /n future
meetings I will ...

MyEnglishLab: Teacher’s resources: extra activities; Interactive
video activities
Workbook: p.17 Exercise 1

3.4 > Business skills

Meetings: Updates and action

GSE learning objectives

- Cangive clear work-related instructions.

« Cansummarise the main ideas in a meeting using
simple language.

+ Canask forasimple update on a work-related project.

+ Cangiveasimple update on awork-related project.

« Candescribe future plans and intentions using fixed
expressions.

+ Canshow a basicdirect relationship between a simple
problem and a solution.

Warm-up

Write to-do list on the board. Explain or elicit that this is

a list of things you need to do. Some people keep an actual
written-down list or maybe an app that keeps track of
things they need to do, while others have a mental to-do
list - a list that they keep in their mind, but do not actually
write down. Ask: Who has a to-do list? Then ask: Where do
you keep it? Find out how students keep track of things
they need to do.

Lead-in
Students look at the language we use when we give and
receive updates and discuss follow-up action items.

1A Go over the definitions. If you like, you could point out that
English is full of words that are both nouns and verbs: aim,
break, cover, dream, guess, shop, etc. With pre-work students,
make it clear that they still have updates and action items each
week. Updates could be related to school work, checking in
with family, following the performance of a sports team and so
on. Action items are anything that a person needs to do.

Put students in pairs to discuss the questions.

1B Especially for pre-work students, explain that they can talk
about both formal and informal meetings, including
get-togethers with friends and family. Students complete

the exercise in their pairs. During the activity, monitor and

help as necessary. Ask different pairs to share their answers
with the class.

Listening

Students listen to a meeting where everyone is standing up
and they take turns by throwing a ball to a person who then
speaks.

2A 2304 Getstudents to read the instructions, then play
the recording. Answer the question quickly as a class.

astand-up meeting

Notes

In a stand-up meeting, all of the participants remain
standing for the entire meeting. The idea is that if people
are not completely comfortable, they will not waste

time talking about unimportant matters, and meetings
will be short and efficient. Stand-up team meetings are
an essential feature of agile software development. In

a project management framework called scrum, small
teams of developers have a daily fifteen-minute stand-up
meeting to co-ordinate their work.

2B Go through the questions so that students know what they
are listening for. Teach or elicit the meaning of impediment
(something that stops you from doing what you want or need
to do; a blocker). Play the recording. Get students to do the
exercise individually, then compare answers in pairs. Then ask:
What do you think of this type of business meeting? Some
students may think itis a greatidea, others may think it is silly.

1 fifteen minutes

2 to bring everyone up to date about what is going on in
the team

3 every morning

4 9a.m.

5 to decide who speaks

6 what they did yesterday, what they plan to do today, any
impediments

7 The team leader will discuss follow-up action with
individuals as necessary.




3A %305 Tellstudents that they are going to listen to the
next part of the meeting. Ask them to look at the table. With
weaker groups, you could assign some students to listen and
note only Yesterday, others to note down only Today and a
third to note only Problems/Impediments. They could then
compare answers in pairs. Play the recording, then check
answers with the class.

Jack

worked on contract for China project; meeting with
lawyers, complete draft contract; lawyers have limited
time

Sal

sub-supplier meeting followed by lunch; write summary of
meeting, brief production team leader; none

Tom

discussed logo ideas with department heads, met
designer; work on logo designs, meet with remaining
department heads; not all department heads available

3B 4305 Forstronger groups, get students to answer the
question first and then listen to check. Play the recording, then
check answers with the class.

Students’ own answer, but a likely answer is Tom because
his speech wasn't very well organised and didn’t follow the
same sequence as Jack and Sal.

4 Explain that the point of the exercise is to make Tom’s
speech follow the rules of the meeting better. Get students to
do the exercise in pairs. During the activity, monitor and help
as necessary.

Possible answer

Yesterday | spent most of the day discussing ideas for the
new logo with different departments. | also met with

one of the new designers who will be working on this
project until the end. Today I'm planning to work on the
designs for the new logo. I'll be discussing them with the
departments | missed yesterday. A possible impediment is
that not everyone will be available to see me.

5 #>3.05 Play the recording again. If students struggle

to answer the question, ask: Which two speakers are facing
possible problems? (Jack and Tom) What are they? (Jack may
have a scheduling/time problem with the lawyers and Tom isn’t
sure he’ll be able to see the managers he needs to see.) Point
out that the team leader might want to follow up where there
are potential impediments.

Possible answer

The manager will probably want to speak to Jack about
lawyer availability, and to Tom about department head
availability.

6 €3.06 Explain that this is a listening and speaking
exercise. Students will hear questions from the team leader’s
manager. Write the questions on the board:

Teacher’s notes p|

1 How are we doing with the redrafting of the China contract?

2 What about Sal’'s meeting with the sub-suppliers yesterday?
What’s happening with the deadlines?

3 Where are we with the logo?
4 Can you bring me up to date on the programme for today?

5 What's the latest on the new schedule? Can you give me
an update on the plans?

6 When will you be able to bring me up to speed on the
factory shutdown?

Students will need to refer back to the notes they made in
Exercise 3. Discuss the answers as a class. Then do the exercise
with the whole class. Tell students not to worry about saying
exactly what their classmates say, but to say their answers
loudly and confidently. For weaker classes, you may want to
pause the recording after each question to give them more
time to answer.

Possible answers

1 Jackis handling that. He’s meeting with the lawyers
today, and is hoping to finish the draft today too.

2 They agreed some new deadlines, but | haven’t seen
them yet. I'm sure they’ll be OK.

3 Tom’s working hard on that. He’s going round the
departments getting feedback, and he’s meeting with
the designers. It’s allin hand.

4 Jackis doing the contract, Salis writing up yesterday’s
meeting and doing some briefings, and Tom is working
on the logos. I'll be focusing on the new schedule and
the factory shutdown.

5 Yes, | can do that now if you like.

6 |should be in a position to do that this afternoon.

Extra activities 3.4

A €304 Explain that the text explains how to have
a stand-up meeting. Get students to do the exercise
individually, then play the recording again for them to
check their answers. Go over the answers as a class.

1 start 2 gives 3 did 4 plan 5 see 6 throw
7 answers 8 spoken 9 followup 10 Catch

Functional language: Asking for and
giving updates
Students look at language for asking for and giving updates.

7 Explain to students that these are questions from the
listening. You could do this exercise with the whole class,
checking answers as you go along.

1b 2d 3g 4c 5f 6a 7e

8A These sentences are all from the listening. Get students to
do the exercise individually, then check answers in pairs.

1 worked 2 progress 3 impediment 4 agreed
5 followed up 6 finish 7 see 8 workon 9 spent
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8B Get students to look at the three questions, which are
basically categories. Tell them that each sentence in Exercise 8A
matches a category. Get them to do the exercise individually.
Then check answers with the whole class.

al459 b268 c3,7

9A #3.06 Putstudentsin pairs to do the exercise. Then play
the recording for students to check their answers.

Possible answers
See possible answers for Exercise 6.

9B Students do the exercise in pairs. During the activity,
monitor and help as necessary.

Extra activities 3.4

B Revise the meaning of preposition (see Notes below)
and get students to do the exercise individually, then
check answers in pairs. Answer any questions. For many of
these, thereis no rule that determines which preposition is
used; students just have to develop a feel for what people
usually say.

1 with, of 2 with 3 with 4 up 5 o0on 6 on
7 up,on

Notes

A preposition is a word that is used before a noun,
pronoun or gerund to show place, time, direction, etc.
In the phrase the trees in the park, inis a preposition.

Task

Students do a roleplay where they ask for and give updates.

10A put students in small groups and explain the task.
Students read the notes and think about what they would say
in a stand-up meeting in each situation. They may want to
make notes about which information is Yesterday, Today and
Impediments for each scenario.

108 Remind students to review the useful phrases in
Exercises 7 and 8 to ask for and give updates. Make sure that
someone in each group has the job of noting down action
points. During the activity, monitor and help as necessary.

10c Tell students to discuss the language they used and what,
if anything, they found difficult. Round off the task by asking
how students will handle updates and action points in the
future. With stronger classes, get students to write three action
points starting /n future meetings | will ...

MyEnglishLab: Teacher’s resources: extra activities;
Functional language bank

Workbook: p.17 Exercise 2

3.5 > Writing

Email requesting an update

GSE learning objectives

« Canrequestasimple update on a work-related project
or task.

 Cangiveasimple update on a work-related project or
task.

 Canqualify adverbs, adjectives and nouns with enough.

Warm-up

Write deadline on the board. Elicit or remind students of
the meaning (a specific time for completing something).
Ask: Who has a deadline soon? Ask students to raise hands
and ask one or two for more details. Then ask: When you
have a deadline, how do you usually work? Do you wait
until just before the deadline, then work all night? Or do
you try to finish ahead of the deadline so you can relax?
Discuss answers.

Lead-in
Students read an email asking for a project update, then
correct the spelling mistakes in it.

1A Teach or elicit the meaning of CFO (Chief Finance Officer -
the person who is responsible for money in a company) and
funds (available money). Focus attention on the rubric and get
students to read the email to answer the question. Answer the
question as a class.

update him on deadlines and cost details and meet him
tomorrow

1B Ask: Did anyone notice any spelling mistakes in the email?
If so, elicit the misspelt words and write them on the board

in their misspelt form. Do not write the correct spelling yet. If
students do not say all eight mistakes, ask them to read the
email again and underline the misspelt words.

1 orignal - original 2 curent - current

3 shedule - schedule 4 sevral - several

5 aditional - additional 6 whether - weather
7 asistant - assistant 8 requards - regards

1c Students check their answers with their partner. Complete
the list of eight words on the board, then ask students to
provide the correct spellings.

Functional language

Students look at the language of requesting a project
update.

2 Tell students that you are now going to look closely at the
language for writing an email asking for an update. Get them to
complete the exercise individually, then check answers in pairs.
They may ask what the difference is between using a statement
and using a question. For an answer, see Notes below.




Notes

Generally, when asking for information, statements
seem a little more direct and authoritative, while
questions feel a little less direct. But a lot depends on
the context - the other sentences in the message - and
the overall tone.

1if 2 grateful 3 appreciate 4 help 5 request
6 what 7 to 8 mind 9 possible 10 possibly

A This activity gives further practice of phrases used to
ask for information. Get students to complete the exercise
individually and then check answers in pairs before class
feedback.

1f 2j3a4h 5i 6c7g 8b 9e 10d

Optional grammar work

The email in Exercise 1A contains examples of adjective/
adverb + enough and enough + noun/to, so you could use
them for some optional grammar work. Refer students to
the Grammar reference on page 120 and use the exercises
in MyEnglishLab for extra grammar practice.

Task

Students write an email requesting an update.

3A Putstudents in pairs and refer them to the information on
page 129. Get them to read through the points and discuss in
more detail what they want to find out.

Possible answers

Are you going to meet the deadline? If not, when (do you
think you'll finish)?

What work did you complete? / Have you completed all
the work?

What work didnt you complete / haven’t you completed?
Why didn’t you complete the work?

Is the new furniture ready?

Have you ordered the new furniture and equipment?
What other problems did you have?

What problems do you think you might have?

3B Seta time limit for the writing task and remind students to
use their ideas from Exercise 3A and the phrases from Exercise 2.
Students can write their emails individually and then come back
together for Exercise 3C. Alternatively, they can write their emails
in pairs and then work with a different partner for Exercise 3C.

Teacher’s notes p|

Model answer

To: Yolanda, Project Leader

From: Lydia

Subject: Request for update on refurbishment of

Head Office

Dear Yolanda,

I'd like to know how the refurbishment of Head Office

is going and if we are going to be able to move in on
schedule. Could you possibly let me know what the current
state of the project is?

If you are not going to meet the deadline, I'd appreciate it
if you could let me know when the new finish date will be.
Also, please could you give me details of what work you
have completed and the work which isn’t yet finished? I'd
also be grateful if you could outline the reasons for any
delays.

Would you also let me know if you have ordered all the
new furniture and equipment and that it is ready to go into
the offices?

Finally, Id like a list of all the problems so far and
information about any problems that you think might
happen in the future.

Thanks for your help.

3C Get students to do the exercise in pairs. Encourage them
to suggest corrections if they think there is an error in their
partner’s email. During the activity, monitor and help as
necessary.

MyEnglishLab: Teacher’s resources: extra activities

Grammar reference: p.120 (not) enough

Workbook: p.18 Exercises 1 and 2

Business workshop >3
The grand opening

GSE learning objectives

 Canscanshort texts to locate specific information.

 Canwrite simple minutes for a meeting on a familiar
work-related topic.

» Canexpress limited opinions and arguments during
work-related meetings.

Background

Students learn about a new hotel that is planning a grand
opening.

1 Ask students to read the background and discuss the
questions in pairs. Check answers with the class.

1 It'sa boutique hotel.

2 Because people are more and more interested in
environmentally friendly businesses.

3 Students’ own answers
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Understanding project priorities

Students read a meeting agenda and a project priority box.

2A B BW3.01 Teach or elicit the meaning of agenda (a list of
items to discuss in a meeting) and wind turbines (see the inset
photo on page 92 - equipment for producing wind energy; they
look like fans on top of poles). Get students to read the agenda.
Ask: What is the date of the meeting? (1 August) What is the
date of the grand opening of the hotel? (1 October) Play the
recording, then check answers with the class.

1a 2d 3b 4c

2B Teach or elicit the meaning of the verb delegate (assign
a job to another person). Get students to do the exercise, then
check answers with the class.

Notes

The project priority box is sometimes called the
Eisenhower matrix or Eisenhower method. It gets its
name from former U.S. President Dwight D. Eisenhower.
He is quoted as saying, ‘I have two kinds of problems:
the urgent and the important. The urgent are not
important and the important are never urgent.’ He did
not claim to have invented the idea, but said it came
from ‘a former college president’”.

‘Save the date’ invitations to quest list - 2
Contract with actress Lana Gabler-Jones - 1
Engineer to explain wind turbines - 4

)
)
)
) Food order for the event - 3

1
2
3
4

Extra activities Business workshop 3

A B BW3.01 Inthis exercise, students will listen more
closely to Lily and Carlos's phone call. Play the recording
and get them to complete the exercise. Check answers
with the class.

1 She has to leave for the airport.
2 Lana’s agent

3 1July -amonthago

4 the fabulous hotel

5 Sam’s Sandwiches & More

Analysing meeting minutes
Students look at the minutes of a meeting.

3A Teach or elicit the meaning of meeting minutes. Refer
students to the minutes on page 134. Ask: What do LJ and CE
mean? (They are the initials of Lily and Carlos. J and E stand for
their surnames, which we don’t know.) Answer the question as
a class.

It was written after the meeting because it gives
information about what Carlos and Lily discussed at the
meeting.

3B Get students to do the exercise in pairs. Point out that the
things Carlos needs to do are action points.

1 Yes, they did.
2 email to guest list, email to Lana Gabler-Jones, cancel
engineer, ask Sarah to order food

Analysing follow-up emails
Students look at emails following up a meeting.

4A Tell students that the three emails are all related to the
Casa Paradiso grand opening. Assign each student only one
email to read and match with an item in the minutes on page
134, so that roughly a third of the class reads each email. Check
answers with the class. Then ask: Which agenda item has not
yet been taken care of? (1 - ‘Save the date’ invitations)

A (‘Dear Constance’)2 B (‘HiSarah’)4 C (‘DearJim’) 3

4B Get students to work in groups of three - one person who
read each email. Quickly go through the answers with the
whole class.

17

2 F - He wants to speak with Constance.

3T

47

5 F - He spoke with Jim a few weeks ago.

6 F - He doesn't need anything from Jim now.

Extra activities Business workshop 3

B In this activity, students will look more closely at the
three emails in Exercise 4A. Get them to do the activity in
pairs or small groups. Check answers with the class.

1 The message to Sarah. He starts with Hi and ends
with Cheers.

2 | hope you're well; You may recall that ... ;

We'd like to ... ; I know you're busy, but would it be
possible ...; Could we perhaps ...

3 Could we perhaps have a phone call? Let me know
if you have any questions.

4 The message is direct and business-like, so there’s
nothing wrong with it. If he wanted to be a bit
more polite, he could begin with / hope you're
well, like in his email to Constance. He could say
Thank you for taking the time to talk with me
a few weeks ago about possibly ... He could say I'm
afraid the owners have decided ... to soften that
sentence.




Task: Hold a project meeting

Students hold a meeting to discuss a project.

5A Asareminder, ask: What is M&PR’s role in the Casa
Paradiso grand opening? (They’re a marketing and public
relations firm, and they’re handling all of the arrangements for
the event.) Put students in pairs and ask them to choose who is
Student A and who is Student B, and to turn to the appropriate
role card. Give them a couple of minutes to read their role card,
then get them to work through the agenda and share

the information they have. During the activity, monitor and
help as necessary.

5B Get the groups to summarise the information that came
up in the meeting. Then get them to discuss the two questions.
During the activity, monitor and help as necessary. Then ask

a few pairs to explain what they have decided to do.

5¢C students do the exercise individually. If you think they will
struggle, get them to do it in pairs. During the activity, monitor
and help as necessary.

Possible answers

Project: Casa Paradiso Grand Opening
Meeting date: 15 September
Event date: 1 October

1) Progress of hotel construction
Discussion: The project is behind schedule. The hotel
won't be ready until 15 October.
Decision: Change party date to 16 October.
Action: Send an email to guests explaining the change.

Update on guest list

Discussion: 125 people would like to attend, but Casa
Paradiso want to host 100.

Decision: Reduce guest list to 100.

Action: Choose 100 guests and confirm that they can
attend on 16 October.

3) Special celebrity guest
Discussion: Lana Gabler-Jones signed the contract but
leaves for China on 2 October. If we change the date,
she won't be able to attend.
Decision: We need to cancel her contract and find
another celebrity.
Action: Contact Lana and try to cancel the contract.
Search for another celebrity.

4) Music
Discussion: Can choose DJ or band.
Decision: Choose the band, if possible.
Action: Contact band and confirm date.

5) Food
Discussion: The food order wasn’t placed in time and
now the caterers aren’t available.
Decision: Food can be rearranged for 16 October.
Action: Contact the caterers to check their availability
for 16 October.

6) AOB
Information discussed: Wind-power electric system
working well.
Decision: Send pictures to guest List.
Action: Include pictures in email with date change.

)
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5D Putstudentsin groups to compare their work. During the

activity, monitor and help as necessary.

Extra activities Business workshop 3

C Students write an email that explains a change in plans.

Remind them to follow the structure given in the checklist
and to try to make the email as positive as possible even
though the change of date may be bad news.

Model answer
Dear Travel Professional,

On 2 August we invited you to come to a fabulous
grand opening event for specially selected travel
industry professionals to introduce the area’s newest
boutique hotel right on the beach - Casa Paradiso.
We originally invited you for 1 October, but we need
a little more time to prepare, so we’'ve changed

the date to 16 October. We hope you can still make
it to our magical poolside evening event, which

will include live music, a welcome from a special
celebrity guest and a delicious buffet and open

bar. There will be tours of the luxurious new hotel
throughout the evening.

We look forward to seeing you on 16 October!
The Casa Paradiso Team

MyEnglishLab: Teacher’s resources: extra activities

Review €3

1 1 milestone 2 setback 3 anticipate 4 predict
5 risk

2 1 decision 2 construction 3 identify 4 solution
5 addition 6 suspend 7 investigate
8 attachment(s)/attached

3 1 biggest 2 less quickly 3 asexperienced
4 more experienced 5 ashard 6 larger
7 least expensive
8 asgood 9 longer 10 better

4 1 uptospeed 2 needyoutomeet 3 noproblem
4 like you to think about 5 compromise on
6 there’s no flexibility 7 candoit 8 Leaveit

51 inprogress 2 Where 3 latest 4 anupdate
5 doing 6 impediments 7 finish

61d 2g 3e 4a 5b 6f 7h 8¢
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CLASSWORK

Students talk about adapting international brands to local tastes.

Students watch a video about how Starbucks, Jaguar and Volvo
have customised some of their products for China.

Students look at vocabulary that describes global markets and
marketing.

Students plan the best way to change a product to make it
market-appropriate.

Students discuss logos of online businesses.

Students read about Alibaba, eBay and Airbnb - companies that
make it easy for people to run small online businesses.

Students learn how to use passives.

Students write a description of a product they could make and sell

online to become a sofapreneur.

Students explore ways of changing topic and staying on track in
meetings.

Students watch a video about the importance of changing topic
and staying on track.

Students reflect on the conclusions from the video and discuss
their own skills of changing topic and staying on track.

Students look at questions and statements that are commonly
used to change the topic of a conversation or to stay on topic.

Students roleplay a scenario where they have a meeting to discuss

an app that a supplier has just produced.

Students discuss the challenges of building consensus.

Students listen to a manager running a meeting about how to
build consensus.

Students practise using expressions for reaching agreement.

Students choose a topic to discuss and try to reach agreement.

Students read and complete an order confirmation letter.
Students look at the language of confirming an order.

Students assess an order confirmation letter and then write
their own.

Students listen to an expert talking about key factors for global
business.

Students discuss market research.
Students choose a market for a global strategy.

FURTHER WORK

MyEnglishLab: Teacher’s
resources: alternative video and
extra activities; Reading bank

Teacher’s book: Resource bank
Photocopiable 4.1 p.138

Workbook: p.19 Exercises 1-3

MyEnglishLab: Teacher’s
resources: extra activities

Grammar reference: p.121
Present Simple and Past Simple
passive

Teacher’s book: Resource bank
Photocopiable 4.2 p.139

Workbook: p.20 Exercises 1-3,
p.21 Exercises 1-3

MyEnglishLab: Teacher’s
resources: extra activities;
Interactive video activities

Pronunciation bank: p.115
Pronunciation of -(e)s endings

Workbook: p.22 Exercise 1

MyEnglishLab: Teacher’s
resources: extra activities;
Functional language bank

Pronunciation bank: p.115
Consonant-vowel linking
between words

Workbook: p.22 Exercise 2

MyEnglishLab: Teacher’s
resources: extra activities;
Interactive grammar practice;
Writing bank

Grammar reference: p.121
Verbs + prepositions

Workbook: p.23 Exercises
land?2

MyEnglishLab: Teacher’s
resources: extra activities




Business brief

Global markets and
your students
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The main aim of this unit is to introduce students to the concept of global markets.
Increasingly, brands that used to sell within the borders of their home country are
expanding their scope of business to include a variety of countries around the world.

Though many famous brands sell throughout the world, it is not uncommon for companies
to adapt their products to the needs, tastes and desires of their markets. The Swedish
carmaker Volvo, for example, sells a model exclusively for the high-end Chinese market
with no front passenger seat, for added luxury in the back, and Starbucks in China focuses
on tea more than coffee. Not all brands adapt, though. IKEA successfully exports its flat-
pack furniture to more than forty countries. However, the company does heavily adapt its
marketing to meet local needs and expectations.

Global markets mean that more than ever, companies operate across borders, time zones
and languages. Employees who work with colleagues around the world need not only
good language skills, but also an understanding of different cultures and the ability to
recognise and react to different communication styles. This includes such subskills as
understanding contexts and key details in meetings, and of building consensus among
an international team.

Other practicalities of international business include the consideration of cost of
production in various countries and an understanding of transport and all other aspects
of a supply chain - the entire sequence of steps and processes necessary to produce and
distribute a product. In addition, some understanding of payment terms, currencies and
trading laws in an international business context is useful.

A global marketing strategy requires an understanding of potentially very different
markets around the world. This means that market research may require the assistance of
firms with good knowledge of the local markets in question and, as mentioned above, an
understanding of the potential need to localise both products and advertising.

The internet has made a profound contribution to the globalisation of business. Companies
such as Amazon, Uber, Airbnb and Alibaba have built global brands using the internet, and
paved the way for people around the world to become ‘sofapreneurs’ - people who earn
money from often small online businesses without ever leaving their own home.

Everyone - not just people working in business - should have a basic understanding of
global markets. Even if we are not involved in doing business globally, we are almost
certainly consumers of products from global companies, and it is useful to understand
and be able to speak about the global nature of business.
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Unit lead-in

Look at the photo with the class and elicit what it shows (a
floating fruit and vegetable market in Indonesia). Ask: /s this

a local market or a global market? (local) Where do the fruit
and vegetables probably come from? (nearby) Who probably
buys it? (people who live nearby) Then look at the quote with
the class and check that students understand open, global
marketplace (the situation where people and companies all
over the world are able to buy and sell products and services
with people from many different countries). Explain that
Procter & Gamble is an American multinational that produces
consumer goods, including soap, shampoo, toothpaste and
many other personal care products. Ask: What do you think
Pritchett means by ‘the full impact of the global marketplace™?
What effects has globalisation caused? Accept any reasonable
answers. Some ideas may include a huge variety of products
being available worldwide, increased competition between
very small businesses and multinational rivals, and the growth
of very powerful corporations.

4.1 > Onessize fits all

GSE learning objectives

+ Canidentify the main point of TV news items reporting
events, accidents, etc. where the visual supports the
commentary.

+ Canmake and respond to suggestions.

 Cangive asimple effective presentation about a
familiar topic.

Warm-up

Ask: Which multinational brands and products are popular
in your country? What makes them popular? Discuss why
foreign brands are popular. Then ask: What local products
are the most popular in your country? Are they popular
outside of your country?

Lead-in

Students talk about adapting international brands to local
tastes.

1 Refer students to the lesson title One size fits all and elicit or
explain what it means (that something is considered suitable
for every person). Do this exercise either in small groups or with
the class.

Video

Students watch a video about how Starbucks, Jaguar and
Volvo have customised some of their products for China.

2 Refer students to the photos. At this point, accept and
discuss any reasonable suggestions.

3 B 411 Pplaythevideo. If you like, you could pause the
video any time one of the students’ predictions is mentioned
and get them to confirm it. You might also like to mention that
Starbucks made other changes for the Chinese market not
mentioned in the video (see Notes below).

Volvo’s car does not have a passenger front seat but it has
extra luxuries / ‘luxury features'.

Starbucks coffee stores adapted their logo (removed the
brand name) and sell (speciality) teas as well as coffee.

Notes

Starbucks has adapted itself to China in many ways:

1 They have bigger stores with more seating space.
Chinese customers do not want coffee-to-go like
U.S. customers. They expect to sit there all afternoon
because of the price of the coffee.

2 Management makes an effort to get to know
employees’ families. The company said in a statement
that ‘family forums have been held for parents of
store partners to hear managers discuss gratifying
career paths at Starbucks'”.

3 They sell traditional Chinese desserts, like moon cakes.

4 B 411 Teach rich elite (very wealthy people), middle
class (the social class that includes people who are educated
and work in professional jobs, e.g. teachers or managers),
chauffeur (a person whose job is to drive someone else’s car).
Get students to read through the questions and answer any
they can. Then play the video as

they complete the exercise.

1 middleclass 2 is 3 Volvo’s 4 with a chauffeur
5 slight 6 name 7 teas 8 thinks

5 Get students to do the exercise in pairs. You could extend the
exercise with some more questions, e.g.

1 Who gets the extra legroom if there are two important
passengers?

2 Where does the bodyguard sit?

3 Would a successful Chinese tea shop chain be successful
abroad?

4 Would the (e.g.) Italians change their tastes and start
drinking tea?

5 Would you like to be an agent for a Chinese tea chain?

6 How would you win customers?

1 Volvo wanted to target wealthy consumers who have
drivers, so they removed the front passenger seat to give
passengers in the rear more legroom.

Starbucks decided to only use the logo and not the
brand name because many people in China might not be
familiar with the Latin alphabet. Also, as the Chinese are
generally tea-drinkers, they had to adapt and introduce
more teas in their shops.

2 Possible answers: cruise control, seat heater, automatic
transmission, DVD video / TV screens in the back,
sunroof, sat nav, leather seats, parking sensors, cameras
to replace rear-view mirrors, high-quality music system,
reclining seats, bar, fridge, coffee machine, voice-
activated doors and windows

3 Possible answers: use famous Chinese sports
personalities, film and pop stars to promote coffee;
introduce special offers and free gifts

4 Possible answers: have more speciality teas that interest
different markets; open trendy tea shops to attract
customers; introduce beverages with some tea in them,
e.g. smoothies; promote the health benefits of certain
teas, e.g. green tea




Extra activities 4.1

A B 411 Thisactivity gives further practice of key
vocabulary and main ideas from the video. Teach or elicit
the meaning of appetite (literally the feeling of being
hungry, but also generally when you want something). Ask
students to complete the exercise individually, then check
answers with the class. Alternatively, play the video for
students to check their answers individually.

1b 2f 3c 4a 5e 6d

B Get students to do this individually, as a quick
vocabulary quiz. You could get them to compare answers
in pairs before checking answers with the class.

1 Westerngoods 2 range 3 launched 4 sedan
5 removing (Note that removed appears in item 3 in
Exercise A.) 6 room 7 packed 8 luxury features
9 the wealthy 10 high-end, premium

Vocabulary: Global markets: adjective and
noun collocations; word building

Students look at vocabulary that describes global markets
and marketing.

6A Go through the words with the class and make sure they
understand the meaning of each (consumer - a person who
buys and uses something; local - in a certain area,

e.g. a country, city or neighbourhood; luxury - not necessary
and usually expensive; marketing - the work of letting possible
customers know about a product or service; target -
something you want to reach or do; product - something
made by a company; brands - names of companies or
products; customisation - the process of changing or making
something for a special purpose; goods - things that people
buy; preferences - likes and dislikes; strategy - a plan for how
to do something; territories - areas). For lower-level students,
ask them to make a list of the collocations here which they can
then use in Exercise 6B (consumer brands, local preferences,
luxury goods, marketing strategy, product customisation,
target territories).

6B Make sure that students understand multinationals
(companies that do business in more than one country). Students
do the exercise individually, then check answers in pairs.

1 target territories 2 marketing strategy
3 local preferences 4 product customisation
5 luxury goods 6 consumer brands

7 Elicit or remind students of the meaning of verb (a word that
describes an action, state or something that happens), noun

(a person, place or thing) and adjective (a word that describes
anoun). Remind them that the three types of word can be
closely related. Write adaptation/adaptability on the board and
elicit its part of speech (noun); then write adaptable (adjective)
and finally elicit the verb form (adapt). Students do the exercise
individually, then check answers in pairs.

Teacher’s notes )|

1 adapt 2 appeal 3 consumption 4 customisation
5 customised 6 grow 7 growth 8 preference
9 product 10 specialise 11 standard 12 target

8A Elicit or teach the meaning of aspirational (describing
something that people see as a sign of success or higher
social class). Students do the exercise individually, then check
answers in pairs. Ask a few extension questions, e.g. Why were
Chinese consumers confused by IKEA? (because the prices
were low; they expected aspirational Western products to be
expensive) What two things did it have to adapt? (its products
and its marketing strategy) What didn’t it change? (its low
prices)

1 customised 2 preferences 3 consumers 4 targeted
5 adapted 6 appealing 7 production 8 growing

8B Discuss the questions as a class. This leads into the project
in Exercise 9.

Extra activities 4.1

C This activity gives further practice of key vocabulary
related to global markets. Ask students to complete it
individually, then check answers with the class.

1 consumer brands 2 luxury goods 3 appealing
4 adaptation 5 specialises 6 targeting
7 customisation 8 standard, preferences

Project: Adapt to a new market

Students plan the best way to change a product to make it
market-appropriate.

9A This project can be done as a twenty-minute activity at

the end of class or as an extended project over two classes.
Students can do research online to find out about local
preferences in other countries for homework. Then they
compare their findings and prepare a marketing presentation in
the next class.

Put students in pairs or groups. Read through the bullet points
and make sure students understand the task. Make sure they
understand the meaning of profile (a description of the country’s
needs - its demographic, what consumers want, etc.). During the
activity, monitor and help as necessary. When everyone’s profile
is more or less complete, move on to Exercise 9B.

9B As students discuss the questions, monitor and help
as necessary.

9C Groups take turns giving their presentations. After
watching all of the presentations, discuss which products
would be the easiest and most difficult to adapt for a different
market.

MyEnglishLab: Teacher’s resources: extra activities; Reading bank;
alternative video and worksheet

Teacher’s book: Resource bank Photocopiable 4.1 p.138
Workbook: p.19 Exercises 1-3
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4.2 > Online markets

GSE learning objectives

- Canscanshorttexts to locate specific information.
« Canuse the Past Simple passive.

« Canwrite ashortsimple description of a familiar device
or product.

Warm-up

Ask: How many times each day do you use the internet?
Get a few students to answer. Then ask: What devices do
you use to go online? Mobile phone? Laptop? Tablet?
Desktop computer? What apps do you use the most often?

Lead-in

Students discuss logos of online businesses.

1 Tell students to look at the logos. Ask: Have you visited any
of these websites? Why? How often? Can you name any other
e-commerce websites? Get students to do the exercise in pairs.

1 a eBay b Alibaba c Deliveroo d Amazon

2 Suggested answers: by selling second-hand goods they
don’t want; by making goods and selling online; by
becoming a distributor and selling online; by becoming
an ‘influencer’; by renting out rooms via Airbnb

Reading

Students read about Alibaba, eBay and Airbnb - companies
that make it easy for people to run small online businesses.

2 Ask students to do the exercise individually and then share
answers with the whole class. Ask: How is PeoplePerHour
different from the other four? (It matches freelancers and jobs.)

Five websites are mentioned in the article, in this order:
Alibaba; Airbnb; eBay; PeoplePerHour, a freelance
employment site; Etsy, an online marketplace where
people can sell homemade goods.

3 Write health reasons and caring responsibilities on the board.
Ask students for examples of health problems that may make it
difficult for someone to work at a usual job (e.g. someone with

a chronic condition like arthritis, asthma, diabetes or back pain)
and examples of caring responsibilities (e.g. people looking after
very young children and/or old/sick/disabled family members
or those with mentalillnesses). Students do the exercise
individually, then check answers in pairs.

1a

2 One percent of U.S. adults earn money from websites
and these people earn less than a quarter (25 percent) of
their income from these sites.

3 people who can‘t work in traditional jobs for health
reasons and people with caring responsibilities

4 that they will compete unfairly offering lower prices
because they don’t pay taxes

5 Governments have to make sure they pay taxes / don‘t
avoid paying taxes.

6 He says, "You don't think a lot’, which suggests he finds it
easy and boring.

7 It gives him something to think about. It’s his escape
from his job.

8 She seems more positive from her concluding sentence.

4 putstudentsin pairs to do the exercise. During the activity,
monitor and help as necessary.

Possible answers

1 Benefits: It's a cheap and quick way to sell online.
Disadvantages: There’s global competition on e-commerce
sites which drives prices down. Freelance sites offer low-
paid, temporary work and you have to compete with people
in other parts of the world. There are no workers’ rights in
terms of pensions, sick pay, holiday pay, etc.

Extra activities 4.2

A This activity gives further practice with vocabulary
from the reading. Get students to complete the exercise
individually and then check their answers in pairs before
class feedback.

lc 2b 3a 4c 5a 6b 7a 8b 9b
11c 12 c

10 a

Grammar: Present Simple and Past Simple
passive
Students learn how to use passives.

5A Get students to do this individually, then check answers in
pairs. After eliciting the answers, write the forms on the board.

1 Present Simple passive 2 Past Simple passive

5B Do this as a quick whole-class activity.

In sentence 1, the agent is mentioned and by indicates it.

6 Refer students to the Grammar reference on page 121. Give
them a few minutes to do the exercise individually. Monitor and
if students are struggling with any of the items, write them on
the board and go through them with the whole class.




1 aremade 2 aredelivered 3 is painted

4 isnotrecommended 5 ship 6 are printed

7 (are) dispatched 8 select 9 require 10 are designed
11 packed 12 are needed

7A Explain that these sentences give information about the
websites students have been talking about, but that some of
the information is not true. In Exercise 7B, students will correct
the false statements.

1 wassetup 2 arenotcharged 3 isbased
4 arenotallowed 5 areowned 6 was created, was
called 7 wasbought 8 isneeded

7B Do the exercise as a class to see how much students know
about these companies. Students can check their own answers
on page 129.

1T

2 F-If youritem sells, eBay charges 9 percent of the
selling price to a maximum of $50.00. Alibaba charges
a commission of 2-5 percent for each transaction.

3T

4 F - Hotels are allowed to list on Airbnb as long as they
don't hide the fact.

5T

6T

7 F - eBay does not belong to Google.

8 T (It currently costs $0.20 to publish a listing to the
marketplace. A listing lasts for four months or until the
itemis sold.)

Extra activities 4.2

B This activity gives further practice with the Present and
Past Simple passive. There are two parts to the exercise.
First, get students to complete the questions individually.
Then get them to answer the questions as pairs. Check
answers with the whole class.

1 are, assembled 2 are estimated 3 was, founded

4 areemployed 5 is, based 6 aresold

1 a(Most of Apple’s iPhones are assembled in
Shenzhen, China by contractors Foxconn.)

2 c(Anditisrising.)

3 b(In 2016 Amazon was the world’s largest
e-commerce company by revenue.)

4c

5 c(Itis the largest e-commerce site in Japan and
among the world’s largest by sales.)

6b

Writing
Students write a description of a product they could make
and sell online to become a sofapreneur.

8 Putstudent in pairs. Encourage them to draw a picture or
include a photo of their product with the description. If they
need inspiration, get them to look at etsy.com or a similar site.
During the activity, monitor and help as necessary.

Teacher’s notes p|

Model answer

These handmade multi-coloured cushion covers were
inspired by my children’s drawings. There are three
patterns: birds, leaves and butterflies. The covers are made
of high-quality 100 percent cotton. They are printed on
one side only. The back of the cover is a light grey colour.
Available in three sizes: 40x40, 45x45 and 50x50 cm.
Handwash in cold water with mild detergent. Orders are
dispatched on the same day as payment is received.

Teacher’s resources: Teacher’s resources: extra activities
Grammar reference: p.121 Present Simple and Past Simple passive
Teacher’s book: Resource bank Photocopiable 4.2 p.139
Workbook: p.20 Exercises 1-3, p.21 Exercises 1-3

4.3 > Communication skills
Managing conversations

GSE learning objectives

 Canextract key details from conversations beween
colleagues about familiar topics.

» Caninferspeakers’ opinions in conversations on
familiar everyday topics.

- Cangive or seek personal views and opinions in
discussing topics of interest.

» (Canrespond to opinions expressed by others.

» Canrespond tointerruptions in a meeting using fixed
expressions.

Warm-up

Write multitasking on the board and teach or elicit the
meaning (doing several things at one time. Ask: Who in
this class multitasks? and elicit a show of hands. Then ask
students who raised their hand to give examples of the
things they do when they multitask.

Lead-in

Students explore ways of changing topic and staying on
track in meetings.

1A Teach or elicit the meaning of national culture (the
customs and traditions of a country). Put students in small
groups to discuss the five differences. Ask a few groups to share
with the class the things they discussed.

1B Do this exercise in small groups or, as a class.

Video

Students watch a video about the importance of changing
topic and staying on track.

2A [ 431 Inthefirst sequence, we see Beata talking with
Alex about Beata’s forthcoming trip to Brazil. Before playing
the video, go over the questions with the class so they know
what to listen for. Teach or elicit the meaning of the two
expressions: He/She likes the sound of his/her own voice. (He/
She talks a lot and is very confident.) and He/She goes with the
flow. (He/She is very relaxed and does whatever is the easiest.)
Then play the video. Answer the questions as a class.

67




| Teacher’s notes

68

1 Yes, he has.

2 He has met him twice, on trips with Daniel.

3 He means that Mateo likes to talk about other topics.

4 She has done some background reading.

5 He says that Mateo likes the sound of his own voice and
can be domineering at times. He tells her that the trip
will be just like any other trip. He also warns her that
Mateo likes to multitask. He suggests she ‘goes with
the flow".

2B [ 231 Askthe question in the rubric. If students know

the answer, play the video for them to check that they are right.

If not, play it for them to find the answer. Check as a class.

She feels it may be difficult and that there won’t be
enough time to learn about the market, get to know
Mateo and establish a good working relationship.

3A Explain the idea of Beata having two options when she
meets Mateo and go through the details of Options A and B
with the class. Make it clear to students that they can choose
which option they want to see first on the video. Put students
in small groups and ask them to discuss the two options, giving
reasons for their answers. Elicit ideas from a few groups and as
a class, decide which video to watch first.

38 232 H433

Ask the class to answer the questions

for Option A or B depending on their choice, and play the video.

You could ask students to discuss the questions in their groups
first, and then check the answers as a whole class. Do the same
for the second video.

Option A

4 \We see him take a phone call during the meeting.

1 They talk about family and Mateo’s previous trips to
Poland.

2 She tries to change the subject at every chance she gets.

3 Heignores them or tells her they will discuss the
Diabsensor later.

5 She does not manage to get Mateo to talk about the
Diabsensor.

Option B

4 We see him take a phone call during the meeting.

1 They talk about family and Matea’s previous trips to
Poland.

2 She answers his questions and asks her own.

3 No, she doesn’t. She goes with the flow and waits for
Mateo to turn the discussion towards the Diabsensor.

5 She goes with the flow. She does not try to get Mateo to
talk about the Diabsensor.

4 put students in pairs and give them 3-4 minutes to discuss
the questions while you monitor and help as necessary.

Possible answers

1 Beata does not get to discuss her agenda. Beata might
build a better relationship with Mateo.

2 Beata’s attempts to bring the conversation back to the
Diabsensor affected the relationship. Mateo seems to be
less friendly towards Beata in Option A than in Option B.

5 234 Sstudentsshould do this in the same pairs as
Exercise 4. Explain that they are going to watch another video,
which is a summary of the ideas they looked at in the previous
videos. Play the video and give students 3-4 minutes to discuss
and make notes, then discuss the main learning points with the
whole class.

Possible answer

Going with the flow might help build a better relationship
with the business partner, but will take more time,
whereas focusing on the task might save time, but may
affect the relationship.

Reflection

Students reflect on the conclusions from the video and
discuss their own skills of changing topic and staying on
track.

6 Allow students to work individually on this so that they can
reflect on their own preferences and ideas. Ask them to think
of their own answers to the questions and to make notes.
Then put students in pairs to discuss their answers. Get brief
feedback from the class.

Functional language: Changing the
subject and staying on track

Students look at questions and statements that are
commonly used to change the topic of a conversation or
to stay on topic.

7 Explain that this exercise highlights phrases from the video
that we use to change the subject and stay on track. Ask
students to do the exercise in pairs, then check answers as
aclass.

1S2C3C4S 5C6S 7C 8C

8 Give students time to fill in the gaps individually. Then put
them in pairs to practise reading the conversation. After reading
through it once, encourage them to try to say it more naturally,
looking down but not speaking when they read, then saying the
conversation out loud, but not reading at the same time.

1 canwe move to

2 this a good moment to start talking about the
3 gettothe

4 inamoment

5 reminds me

6 will be plenty of time for that later

9A Tell students that they are going to build up a conversation
from some basic information that they will be given and the
phrases from Exercise 7. After students have chosen which
scenario they want to practise, tell them to work together

to make notes for each speaker before they do the roleplay.
During the activity, monitor and help as necessary.

98B Students now work in pairs to complete the exercise, this
time trying to make the language in the dialogue as accurate
and correct as possible. Monitor and help as necessary.




Extra activities 4.3

A This activity gives practice of the language of changing
the subject and staying on track. Ask students to complete
the exercise individually, then check answers in pairs.

1 That refrife reminds me.

2 Can we moeved move to the nextitem on the
agenda?

3 That There will be plenty of time for that later.

4 |sthisagood moment to start talking about the
delivery schedule?

5 We'll get to the details in the a moment.

6 | really think we should get et to the next point
now.

7 Before | forgot forget, let me tell you what
happened to Mike this morning.

B This activity gives practice of the language in the video
script. Ask students to write the sentences with errors
individually first, then swap sentences with a partner.

Pronunciation bank
p-115: Pronunciation of -(e)s endings

Warm-up

Write pen and lunch on the board. Ask: What’s
the plural? (pens, lunches) and write the
words on the board. Ask: Which word has

two syllables? (lunches) Refer students to the
explanation in the box and drill go - goes and
age - ages.

1 Getstudents to do the exercise in pairs. Do not
confirm answers yet as students will check them in
the next exercise.

extra syllable: bus —~ buses, choice — choices,
manage — manages, office —~ offices

no extra syllable: agenda > agendas, client >
clients, decide — decides, talk — talks

2 > P401 Pplaythe recording for students to check
answers. Then play it again so they can listen and repeat.

3 Students do the exercise in pairs. During the
activity, monitor and help as necessary. Ask a few pairs
to share one or two of their sentences.

Task

Students roleplay a scenario where they have a meeting to
discuss an app that a supplier has just produced.

10A put students in pairs and ask them to read the scenario
and choose roles. Refer Student S to page 128 and Student C to
page 131. Answer any questions they may have.

108 Get students to have their meeting. During the activity,
monitor and help as necessary. Remind them to use phrases
from Exercise 7.

Teacher’s notes )|

10c students do this in their pairs first, then with another pair,
in groups of four. Tell students to discuss the language they
used and what, if anything, they found difficult. After a couple
of minutes, ask a few groups to share theirideas, and find out if
there were similar challenges for everyone.

10D Students form new pairs. During the activity, monitor and
help as necessary. Round off the task by asking how students
will handle interruptions in the future.

MyEnglishLab: Teacher’s resources: extra activities; Interactive
video activities

Pronunciation bank: p.115 Pronunciation of -(e)s endings
Workbook: p.22 Exercise 1

4.4 » Business skills

Building consensus

GSE learning objectives

 Canextract key details from a presentation if delivered
slowly and clearly.

 Canderive the probable meaning of simple unknown
words from short, familiar contexts.

+ Canexpress belief, opinion, agreement and
disagreement politely.

» (Canexpress attitude and agreement with agree/think
(that) + complement clause.

+ Canuselanguagerelated to agreement or
disagreement.

« (Can make and respond to suggestions.

Warm-up

Think of a question that not everyone in the class will
agree on the answer to (e.qg. Who thinks football is the best
sport? What about basketball? What about tennis?). Ask
for a show of hands, identify a majority and say: Ten people
think football is the best, five think it’s basketball and only
two say tennis. So, the majority of people like football.
‘Majority” means ‘the most’. It's an important idea when
groups of people are trying to make a decision.

Lead-in
Students discuss the challenges of building consensus.

1 putstudents in small groups and ask them to complete the
exercise. Ask groups to share answers with the class.

Listening

Students listen to a manager running a meeting about how
to build consensus.

2 %401 Tellstudents they are going to listen to a manager
leading a meeting with some employees. Tell them to read

the two questions first, so they know what they are listening
for. Get students to do the exercise individually, then compare
answers in pairs.
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1 The speaker aims to focus on ways of building
consensus.

2 finding what the group wants to do, not what each
individual wants to do

3 €401 Getstudents to read the sentences. Teach or elicit
the meaning of of equal weight (the same importance). Get
them to do the exercise individually, then play the recording
again. Check answers as a class.

1 involved, chance 2 respected, important

4 4402 Tellstudents that they are going to listen to the
next part of the meeting. Focus their attention on the question,
then play the recording.

Possible answer

They haven't reached a consensus. The manager says, ‘So
we are already narrowing down the options and moving
towards consensus. Not everybody has spoken, so | would
like to hear what the rest of us have to say.’

5 %402 Getstudents toread the questions so they know
what they are listening for. With stronger groups, you might try
to elicit some answers before playing the recording again. Go
over the answers with the class.

1 staying as one large group, breaking into small groups,
working in pairs

2 away of controlling who speaks

3 The manager uses process to talk about ‘how’ they
achieve consensus.

4 The manager uses narrowing down to mean ‘getting
closer to consensus by removing one of the options’.

Extra activities 4.4

A This activity practises some of the expressions from the
recording. Get students to complete the exercise individually,
then check answers in pairs before class feedback.

1 building consensus 2 middle ground
3 talking sticks 4 equalweight 5 meet halfway

Functional language: Reaching
agreement

Students practise using expressions for reaching agreement.

6 %402 Explain to students that this is part of the
conversation they just listened to. Go through the first two lines,
which are already numbered 1 and 2, showing how the second
line follows naturally from the first, while none of the other

lines do. Elicit the third line (Tanya: I'm afraid | disagree. ...). Get
students to do the exercise individually, then play the recording
so they can check their answers

1 Manager: Yes, Jose? What do you think?

3 Tanya: I'm afraid | disagree. It will be much betterin
smaller groups. That way everyone gets much more
talking time.

5 Dorothy: Yes, | agree, too. We can be much more
efficient if we work in small groups.

11 Dorothy: So we need to find consensus about the
number of sticks before we can even start a real
discussion?

6 Jose:Well, | don't think my idea is that bad. | agree that
in a big group one or two people could dominate, but
that is easy to fix. We use talking sticks.

2 Jose: So | think we should stay as one big group. There
are not so many of us, and it will be easy for everyone to
be heard.

8 Jose: Each person has two sticks. This gives them the
right to talk twice. Each time they say something, they
must give up a stick. When they have no more sticks,
they cannot talk. That way everyone has the same
chance.

10 Jose: That was just an example. Of course we need to
decide how many sticks to use.

4 Sam:|agree with Tanya. Much better. With a big group

one or two people always dominate.

Sam: What are talking sticks?

9 Sam:Actually that's not a bad idea. But we will need
more than two sticks.

~N

7A Point out the phrases in bold in the conversation in
Exercise 6. Explain that each phrase belongs in one of the
four categories in the table. Get students to do the exercise
individually. Then check answers with the whole class.

Expressing agreement: Yes, | agree too., | agree that, |
agree with

Expressing disagreement: I'm afraid | disagree.
Making a suggestion: | think we should

Reacting to a suggestion: So we need to, | don’t think,
that’s not a bad idea

7B Get students to do the exercise individually, then check
answers in pairs.

Expressing agreement: 1
Expressing disagreement: 2, 5
Making a suggestion: 3, 6
Reacting to a suggestion: 4

Extra activities 4.4

B This exercise gives more practice in the language of
reaching consensus. Get students to do it quickly, then
check answers in pairs.

le 2a 3f 4c 5b 6d




Pronunciation bank
p-115: Consonant-vowel linking between
words

Warm-up

Write his office on the board. Get students

to say it a couple of times. Ask: What do you
notice about the two words when you say them
quickly? (They join together.) Refer students to
the explanation in the box.

1 0 P402 Dotheexercise as a class.

2 Get students to do the exercise in pairs.

1 meet_again next week

2 just_an_example

3 not_abad_idea

4 I'm_afraid_| disagree

5 Iwant to remind_everybody
6 decide_as_a group

7 listed_on the board

8 narrow it down_if possible

3 #>P403 Keepstudentsin pairs and play the
recording for them to listen and check, and then again
to listen and repeat.

4 Get students to do the exercise in pairs. Walk round
and monitor to check that students are linking the
consonants and vowels correctly.

Task

Students choose a topic to discuss and try to reach
agreement.

8A Put the class in groups of three or four and ask them to
read the three topics and, as a group, to choose one they are
interested in talking about, or they could come up with their
own. Teach or elicit the meaning in this context of maximum
(the greatest number) and minimum (the smallest number).
Give them 3-4 minutes to make some notes individually about
theirideas for the topic they have chosen.

8B Ask students to follow the four steps during their
discussion. To check comprehension, ask: What do you do when
you aren’t speaking? (listen and make notes) What will you

list on the board? (everyone’s preferences) Get them to start
talking. During the activity, monitor and help as necessary. If
groups are slow to reach consensus, give them a time limit,
maybe 2-3 more minutes. End the exercise when most of the
groups have reached agreement.

8¢ Get the groups to discuss questions 1-4 and then to share
answers with the class.

MyEnglishLab: Teacher’s resources: extra activities; Functional
language bank

Pronunciation bank: p.115 Consonant-vowel linking
between words

Workbook: p.22 Exercise 2

Teacher’s notes )|

4.5 > Writing

Letter confirming an order

GSE learning objectives

Can write a simple email requesting work-related
information, emphasising the most important points.

Warm-up

Write confirmation on the board and teach or elicit the
meaning (making sure that something is true or correct).
Ask: When do you usually receive confirmation? (when
you book a hotel or flight, when you order something
online, etc.) What information does a confirmation usually
contain? (key information like time, date, place, cost and
soon)

Lead-in

Students read and complete an order confirmation letter.

1 Before students complete the exercise, ask this question and
tell them to find the answers in the letter: What information
does the letter confirm? (the item that was ordered, the
delivery schedule, the price including discount) Teach or elicit
the meaning of hesitate (wait before doing something). Get
students to do the exercise in pairs, then check answers as
aclass.

1 order 2 received 3 agreed 4 Payment 5 enclose
6 thank 7 hesitate 8 sincerely

Functional language

Students look at the language of confirming an order.

2 Tell students that you are now going to look closely

at the language for writing an order confirmation. Teach

or elicit the meaning of attached (connected to an email

so that you can send them together), enclosed (included
inside an envelope as well as a letter) and enclosures (other
information or paperwork that is sent in the same envelope
with the letter). Get them to do the exercise in pairs. During
the activity, monitor and help as necessary. Some terms may
need to be explained: cash on delivery (goods must be paid
forimmediately), payment in advance (goods must be paid
for before they are delivered), details of our new range are
enclosed (with this letter we have included information about
our new products), Yours faithfully (a standard formal way to
close a letter - see Notes on the next page).

Notes

When you do not know the name of the person you

are writing to, you begin your letter with Dear Sir/
Madam and close with Yours faithfully. When you write
to someone by name, you close your letter with Yours
sincerely.
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Greeting: Dear Mr Chahal, Dear Sir/Madam

Opening: we are writing to you to confirm your order; this
is to confirm your order; we are pleased to confirm your
order

Order details: order number 674190 for 1,000 123/XC
units a week for 12 weeks; order no 01 for five chairs

Delivery details: to your factory in Mumbai; the first
delivery will be on 05/11; we will deliver the goods to your
head office

Payment terms: Payment terms are $4,000 monthly;
30 days after the date of the invoice; cash on delivery;
payment in advance

Enclosures: We enclose full terms and conditions for your
records; details of our new range are enclosed

Ending: We thank you for your business and look forward
to working with you. If you have any queries, please do not
hesitate to contact us; we look forward to supplying you
again in the future

Closing: Yours sincerely, Yours faithfully

A This activity gives further practice of phrases to use

in a confirmation letter. Elicit or explain the meaning of
unit (one of a particular thing - so an order of fifty chairs
would be fifty units). Get students to complete the exercise
individually and then get them to check answers in pairs
before class feedback.

1 Dear 2 writing 3 discussed 4 confirm 5 price
6 of 7terms 8 enclose 9 appreciate 10 queries
11 sincerely

Optional grammar work

The letter in Exercise 1 contains examples of verbs +
prepositions, so you could use it for some optional
grammar work. Refer students to the Grammar reference
on page 121 and use the exercises in MyEnglishLab for
extra grammar practice.

Task

Students assess an order confirmation letter and then write
their own.

3A Putstudents in pairs and refer them to the letter on page 129.

Get them to read through the letter. Ask: How is it different from
the examples we've looked at? (It doesn't use formal language. It
doesn’t contain specificinformation.) Get them to discuss specific
ways to improve it.

3B Get students to look at the order form on page 130. Set a
time limit for the writing task and remind students to use the
language in Exercise 2 and the information in the order form.
Students can write their letters individually and then come
back together for Exercise 3C. Alternatively, they can write
their emails in pairs and then work with a different partner for
Exercise 3C.

Model answer
Dear Ms Liang,

We are writing to confirm your order number \WT3488 for
100 PR765 printers, which we received this morning. The
unit price of the printers is €230. 1 am pleased to confirm
that, as we agreed at our meeting last week, there is a
discount of 8 percent for any orders over 80 units. We will
deliver the goods to your warehouse in Felton Business
Park on 5 May.

We confirm that our payment terms are 30 days after the
date of the invoice. We enclose our business terms and
conditions for your records.

We thank you for your business and look forward to
supplying you again in the future.

If you have any queries, please do not hesitate to
contact us.

3C If students wrote their letters in pairs, put them in new
pairs for this exercise. If they did the writing task individually,
put them in the same pairs as Exercise 3A. Get them to
exchange letters and discuss the questions. During the activity,
monitor and help as necessary.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive grammar practice; Writing bank

Grammar reference: p.121 Verbs + prepositions
Workbook: p.23 Exercises 1 and 2

Business workshop >4
Hand-made

GSE learning objectives

+ Can follow the main pointsin asimple audio recording
aimed ata general audience.

 Canextract the key details from a presentation if
delivered slowly and clearly.

« Canexpress limited opinions and arguments during
work-related meetings.

« Canconvey simple information of immediate relevance
and emphasise the main point.

Background

Students read about a small but growing skincare cream
maker.

1 Askstudents to read the background and discuss the
questions in pairs. Check answers with the class. Students may
want to know the meaning of essential oil (a liquid made from
a plant, usually with a strong, pleasant smell).

1 skincare creams for sensitive skin types

2 Isabella Barco because she couldn’t find suitable
products for her sensitive skin

3 friends and mothers of friends

4 HappyPure may go global

5 Students’ own answers




Going global - what you need to know

Students listen to a supply chain management expert talk
about key factors for going global with a small business.

2A > BWA401 Write supply chain on the board and ask
students if they can explain what it is (the steps and processes
necessary to make a product and deliver it to consumers).

Call their attention to the items in the box and make sure

they understand cross-cultural problems (communication
challenges or difficulties caused when people from different
countries work together, as a result of different styles of
thinking, ways of doing things or ideas about what is ‘normal’).
Play the recording, then check answers with the class.

keeping costs low, customer service

2B > BW 401 Forstronger classes, ask students to try to
complete the exercise before listening again. Otherwise, play
the recording and ask students to complete the notes. Check
answers with the class.

1 effective 2 toolong 3 existing

3A €>BW402 Tellstudents they are going to listen to more
information about supply chains. Explain or elicit the meaning
of tumble dryer (a machine that uses hot air to dry laundry).
Play the recording, then check answers with the class.

1 because it was discovered in some food products in the
UK, which caused a scandal
2 It started in a garage.

3B €2 BW402 Getstudents to read through the notes

so they know what they are listening for. Teach or elicit the
meaning of currency (type of money, e.g. U.S. dollar, Japanese
yen, euro). Play the recording again. Students complete the
exercise individually, then check answers in pairs.

1 distribution 2 stock 3 trading 4 quality
5 organised

Extra activities Business workshop 4

A > BW 401 |nthis activity, students will listen more
closely to what Greg says. Play the recording and get them
to complete the exercise. Check answers with the class.

1F 2T 3F 4F 5T6T 7F 8T

Supply chain
Students listen to an expert talking about supply chains.

A €>BW403 Tellstudents a bit about supply chains (see
Notes below). Get them to look at the two models. Ask: What
is at the beginning of a supply chain, on the left? Teach or
elicit raw materials (the things the product is made from -
steel, for example, is made from iron ore, which comes from
amine). Ask: What is at the end of a supply chain, on the
right? (consumers - people who buy and use products) Play
the recording, then check answers with the class.

Teacher’s notes p|

Notes

The supply chain is relevant for many different
businesses and is something which can make or break

a company. Failings along the chain could lose the
business customers and credibility. The diagrams in the
book show a very simple supply chain first - one that
only involves a few people right at the beginning of

a business’s life, while the second one is slightly more
complex as more people are involved. Bigger companies
sometimes have very complex supply chains.

1 supplier 2 farmer 3 retailer 4 customers
5 neighbours 6 suppliers 7 distribution 8 wholesaler
9 shops 10 consumer

4B Teach orelicit the meaning of stock (the supply of a
product, or something you use to make a product). Put students
in small groups and get them to do the exercise. During the
activity, monitor and help as necessary. Discuss the answers as
a class.

Possible answers

1 warehouse (poor organisation,) distribution (not enough
trucks), manufacturer (can’t get supplies to produce
enough, not enough production capacity, staffing
issues), supplier (can’t supply enough raw material)

2 supplier (inferior quality materials), manufacturer
(problem on production line, poor quality control)

3 supplier (can't supply materials), manufacturer
(problems with equipment or staff)

4 supplier (raw material prices increased), manufacturer
(staffing costs increased), warehousing and distribution
(staffing or premises costs increased, transportation -
fuel costs increased), wholesaler (wants bigger profit
margin)

5 wholesaler and distribution (not enough stock, late
deliveries), retailer (not enough retailers stocking
product)

6 warehouse and distribution (poor communication and
organisation, low stock levels)

Market research

Students discuss market research for HappyPure skincare
products.

5 Putstudents in pairs. As they are discussing the question,
monitor and help as necessary. Get a few pairs to share their
ideas with the class.

6 Explain that students are going to plan market research

for HappyPure, Isabella Barco’s company, as it prepares to go
global. Get them to complete the exercise in small groups. If
you have enough board space, get them to stand up and write
their additional ideas on the board, then go over the lists with
the whole class.

Possible additional ideas

what customers want from a face cream, competitors,
branding, visit the country, find out more about the culture
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Task: Choose a market for a global
strategy

Students read about Russia and India and decide which
market would be best for HappyPure.

7A put stronger classes in pairs and weaker classes in groups
of 4-6. Students working in pairs each take a role: Student A or
Student B. For students working in groups, assign half of each
group either Group A or Group B. Explain the task. Refer them to
the research notes on two possible markets for HappyPure on
page 135 (India) and 136 (Russia). Check that students understand
the task. First, each student/group reads their information. Then
they work through the four bullet points in the exercise. With
weaker groups, you could have the whole class work on a single
bullet point at a time and note a few main ideas from each point
on the board. Allow stronger classes to work at their own pace.
As they work, monitor and help as necessary.

7B Explain that students are now going to have a meeting to
create a marketing strategy for HappyPure. Remind students
of the meaning of agenda (a plan for a meeting) and call
their attention to the agenda on the page. Teach or elicit the
meaning of branding (the process of creating a name and
image for a product). Give students 6-8 minutes to hold their
meeting. During the activity, monitor and help as necessary.

7¢ Groups take turns to present their ideas to each other. Ask
a few groups to share a couple of their ideas with the class.

Extra activities Business workshop 4

B This activity is based on a summary of a meeting about
the Russian and Indian markets. It acts as a model or a
follow-up to the meetings that students hold in Exercise
7B and gives more practice with the language of global
marketing. Assign this as homework or, if you have time,
doitin class.

1 detail 2 added 3 discussion 4 focus 5 order
6 make 7 Increased 8 Consequently 9 strategy
10 meet 11 range 12 competitors 13 brand
14 review 15 target

MyEnglishLab: Teacher’s resources: extra activities

Review € 4

1 1 target territories 2 marketing strategy 3 luxury
goods 4 local preferences 5 consumer brand

2 1 consumption 2 specialise 3 preferable
4 standardise 5 growth

3 1 aresold 2 wasfounded 3 were employed
4 was expanded 5 wasbuilt 6 were, exported
7 were shipped 8 were opened 9 are employed
10 is produced

4 1 wonder ifwe could 2 agood moment 3 come to
that 4 remindsme 5 |forget

51 should 2 with 3 don't 4 bad 5 sure 6 about

6 1 This 2 deliver 3 unit 4 discount 5 payment
6 enclose 7 thank 8 supplying 9 queries
10 hesitate
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CLASSWORK

Students discuss their lunchtime habits.

Students watch a video about a new type of restaurant in
San Francisco.

Students look at vocabulary for discussing and describing
developments in technology.

Students think about how businesses could use technology to
change the way they work.

Students discuss products and the job of product testing.

Students read and discuss an article in which a video games tester
explains how he got his job and what it is like playing games for
a living.

Students learn how to talk about things that have and have not
happened.

Students talk about their day.

Students explore ways of asking for information.

Students watch a video about the importance of asking for
information.

Students reflect on the conclusions from the video and discuss
their own ability to manage information and ask questions.

Students look at how to ask questions to get short, simple
answers and questions where there are many possible answers.

Students roleplay a scenario where they have to give each other
feedback on their presentation skills.

Students look at the language we use to describe the features and
benefits of a product.

Students listen to two sales representatives describing a product.

Students look at useful phrases for talking about products and
what they can do.

Students research a product and describe its features and benefits.

Students read and complete a product review.

Students look at language that is commonly used in product
reviews.

Students read and improve a product review and then write
areview of a product they have recently bought.

Students read texts about market research.

Students listen to conversations about product development
and marketing.

Students choose a product to develop.

FURTHER WORK

MyEnglishLab: Teacher’s
resources extra activities;
Reading bank

Pronunciation bank: p.116
Numbers of syllables in words

Teacher’s book: Resource bank
Photocopiable 5.1 p.140

Workbook: p.24 Exercises 1-3

MyEnglishLab: Teacher’s
resources: extra activities

Grammar reference: p.122
Present Perfect Simple with just,
already and yet

Pronunciation bank: p.116
Contrastive stress

Teacher’s book: Resource bank
Photocopiable 5.2 p.141

Workbook: p.25 Exercises 1-3,
p.26 Exercises 1 and 2

MyEnglishLab: Teacher’s
resources: extra activities;
Interactive video activities

Workbook: p.27 Exercise 1

MyEnglishLab: Teacher’s
resources: extra activities,
Functional language bank

Workbook: p.27 Exercise 2

MyEnglishLab: Teacher’s
resources: extra activities;
Interactive grammar practice;
Writing bank

Grammar reference: p.122 Order
of adjectives before nouns

Workbook: p.28 Exercises 1 and 2

MyEnglishLab: Teacher’s
resources: extra activities
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Business brief

Design and
innovation and your
students

The main aim of this unit is to introduce students to the concepts of design and
innovation. Design, which is a part of almost every industry and field of business, is the
creation of a plan for an object, system or even a human interaction. Examples include
plans for machines, buildings, roads, electrical networks, computer user interfaces, clothes,
corporate identities, business processes and many, many others. Innovation in a business
context means creating or improving processes and products to improve quality, shorten
production schedules, lower costs or respond to changes in markets.

The traditional design process has four main stages:

1 Pre-production design: In this stage, a design brief sets out the goals of the
project. Research may be carried out into similar designs and into the market, and a
specification - a list of details of the design - will be started. Generally, this stage will
resultin a design presentation, in which the work so far is presented to stakeholders
(people who have afinancial interest in the project).

2 Design during production: This is the stage where product development and testing
take place. Often, a prototype or series of prototypes will be created, tested and
improved upon. At the end of this stage, the product (or service) will be produced and
introduced into the market.

3 Post-production design feedback: After the design has been used for its intended
purpose, the designers will evaluate its performance, often with the input of end users.
Any constructive criticism will be taken on board for future improvements.

4 Re-design: In this stage, any or all of the above three stages are repeated, with changes
or improvements made as necessary.

The traditional model is not the only approach, however. Many companies and designers
do not actually work this way. Computer software developers often use an approach called
agile software development, where the final design of a product emerges over time
through the collaboration of cross-functional teams - groups of people from different
disciplines who are all working towards the same goal. For example, when developing
asmartphone game, game designers decide how the game works and develop the
concept, software engineers write computer code to make the game function, and artists
provide the characters or other visual elements. Where the traditional model identifies
the problems and solution in step 1 and then works in a linear way, the agile model
encourages design solutions to evolve and to be responsive to change. That means that if
the game designers decide to introduce a new element to the game after several months
of testing and development, the software engineers need to make it work and the artists
need to provide additional visual material.

In business, innovation and design are often directly related to marketing. The promise

of success in the market is the only reason it makes sense to spend money designing a
product. One traditional model of marketing is the 4 Ps - product, price, promotion and
place. The first two, product and price, are major considerations of the design process:
what are we making and how much will consumers be willing to pay for it? A similar
marketing model is the 4 Cs - consumer, cost, communication and convenience. This model
places slightly more emphasis on the consumer and less on the product itself.

Design and innovation are fundamental concepts in all areas of business. No matter where
your learners are working or intend to work, they will find an understanding of the basic
concepts of design and innovation - and the ability to speak about them - useful.




Unit lead-in

Elicit a brief description of the photo. Ask: What year do you
think the photo was taken? Elicit answers, then explain that
the photo was taken around 1910, but that the exact place
and date are unknown. It shows a triplane - a plane with three
wings - and was first published in Berliner Illustrirte Zeitung in
Germany in November 1910. Look at the quote with the class.
Ask: How have designers made airplanes better since 1910?
(They are safer; they are larger so they can carry more people
and things; they are faster.) How do you think designers will
improve airplanes in the future? (They will use less fuel; they
will travel further and faster; they may take passengers to
space.) If you want to broaden the discussion, ask students for
ideas of things that have improved over time, e.g. cars, phones,
houses.

5.1 > Innovative product design

GSE learning objectives

 (Can follow the main pointsin TV programmes on
familiar topics if delivered in clear standard speech.

« Canidentify asimple chronological sequenceina
recorded narrative or dialogue.

» Cangivestraightforward descriptions on a variety of
familiar subjects.

» Can make and respond to suggestions.

Warm-up

Write design on the board. Say: Design is a noun and also
a verb. Teach or elicit the meaning of the verb (make a
drawing or plan of something that will be made or built;
plan or develop something for a specific purpose). Ask:
What kinds of thing do people design? (The list is endless.
A few ideas: buildings, computers, cars, roads, books,
furniture - almost any object we can put our hands on

in modern life, but also interactions, such as the way

a computer and its user interact.) Then teach or elicit

the meaning of the noun (a plan, e.g. a set of drawings
showing how a house will be made, but also the way
something looks: This chair has an unusual design.). Ask:
What things do you know of that have a nice or interesting
design? (Accept and discuss any reasonable answers.)

Lead-in
Students discuss their lunchtime habits.

1A Explain that this lesson is about how technology is
changing our eating habits in some parts of the world. Get
students to read through the statements, then do the exercise.

1B Students do the exercise. You could quickly say just the
item numbers and ask students to raise their hands for each
item they ticked, to see if there is a most popular answer.

Teacher’s notes p|

Video

Students watch a video about a new type of restaurant in
San Francisco.

2A Draw students’ attention to the photos. At this point,
accept and discuss any reasonable suggestions. Eatsais a
cafeteria (see Notes below).

Notes

A cafeteria is a restaurant where customers serve
themselves from a choice of food at a counter and pay
before eating. This sort of food service is common inside
office buildings and factories around the world, and has
the advantage of offering both speed and choice.

Possible answer

They use a computer to order their food; they don’t talk to
anyone. They pick up their food when it’s ready by opening
asmall door.

2B B 511 For more advanced classes, get students to read
the question and the statements in Exercise 3 before watching
the video. Then get them to do both exercises and watch the
video again to check their answers. For other classes, just play
the video for them to check their answers to Exercise 2A.

Possible answers

Eatsa customers don't order their food from people, and
people don't bring the food to the table. The customers
don’t see the people who prepare the food. The food

is prepared more quickly than the food in a traditional
restaurant. In a traditional cafeteria, food is often served by
staff and customers” money is usually taken by a person.

3 B 511 Teachorelicit the meaning of accurate (correct; as
expected, needed or requested), cashier (a person whose job is
taking your money when you pay in a shop or restaurant). Get
students to read through the questions and answer any they
can. Then play the video as students complete the exercise.

1T

2 F-The order is prepared by chefs.

3 F - less than two minutes

4T

5 F-He’s notsure it’s the best thing.

6T

7T

8 F-Theyaren't as ‘designed’ - they use machines for
ordering and a system with tickets.

4 B 511 Teach or elicit the meaning of consumer
(someone who buys and uses products and services), patience
(the ability to continue waiting or doing something for a long
time without becoming angry or anxious), unprecedented
(never having happened before) and precise (exact, clear and
correct). Get students to do the exercise individually, then check
answers as a class by watching 00:14-00:41 in the video again.

a3 b5 cl d2 e6 f4
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5A Get students to do this exercise in pairs. If you have enough
board space, get pairs to think about and discuss their answers,
then write them on the board. During the activity, monitor and
help as necessary. Then go over the answers as a class.

Possible answers

Positive: fast, order is correct, you don’t have to talk to
a person, gives people new jobs

Negative: no human contact, inconvenient if something
goes wrong, you can't make special requests

5B This can be a quick whole-class question. Get a few
students to share their answers with the class.

Extra activities 5.1

A B 511 Thisactivity gives further practice of key
vocabulary and main ideas from the video. Ask students
to complete it individually, then check answers with the
class. Alternatively, play the video for students to check
their answers individually.

1f 2a 3g 4c5h 6b 7e 8d

B Get students to do this individually, as a quick
vocabulary quiz. You could get them to compare answers
in pairs before checking answers with the class.

1 fully automated restaurant 2 computer store
3 touch-screen menu 4 freshly made meals

5 lunch hour 6 quick, healthy lunch

7 social interaction

Vocabulary: Technological innovation

Students look at vocabulary for discussing and describing
developments in technology.

6 In the video, Mike Peng says that ordering food through an
app is really gonna disrupt the current food business today.
Mike is referring to a current business buzzword: disruptive
innovation (see Notes below). Get students to do the exercise
individually, then check answers in pairs. Encourage them to
use a dictionary if necessary.

Notes

The term disruptive innovation was coined by business
expert Clayton Christensen in his 1997 book The
Innovator’s Dilemma. It refers to innovations that
quickly change traditional ways of doing business.

One example is the way ride-sharing apps have
changed the taxi business. Where taxis in many place
have traditionally been driven by professional drivers
working for taxi companies, ride-sharing apps allow
anyone with a car to carry passengers. Shared rides are
generally cheaper than traditional taxis, so

ride-share apps have taken market share away from taxi
companies.

1 innovation 2 disrupt 3 interact 4 automated
5 swipe 6 customise 7 place 8 choice 9 magical

Describing innovative products

7A Make sure that students use their dictionaries to check the
meaning of any terms they do not understand. Get them to do
the exercise individually, then check answers in pairs.

le 2b 3a 4c5d 6h 7f 8i 9g

78 Students do the exercise in pairs. For stronger groups, get
them to try to think of two or three items for each adjective.
During the activity, monitor and help as necessary.

7¢ with smaller groups, this could also be done as a whole-
class activity.

Extra activities 5.1

C This activity gives further practice of key vocabulary
related to technological innovation. Ask students to
complete it individually, then check answers with the class.

1 qutomated 2 advanced 3 top-of the-range
4 stylish 5 welldesigned 6 choice 7 customise
8 interact

Pronunciation bank
p-116: Numbers of syllables in words

Warm-up

Write friendly and idea on the board. Get
students to say the words and ask: How many
syllables does each word have? (They both have
two.) Refer students to the explanation in the
box and drill the pronunciation of the example
words.

1 Askstudents to complete the exercise individually
and then compare answers in pairs. Do not confirm
answers yet as students will check them in the next
exercise.

2 %> P5.01 Play the recording for students to check
their answers. Then play the recording a second time
for students to listen and repeat.

1one 2two 3two 4 four 5two 6 three
7 two 8 two

3 Putstudentsin pairs and ask them to complete the
exercise. Check answers with the class.

1 restattrant 2 delivering 3 similar
4 necessary

4 #>P5.02 Pplay the recording for students to listen
and check their answers. Answer any questions they
may have.




Project: Innovation in business

Students think about how businesses could use technology
to change the way they work.

8A Getstudents to read the example. If they feel uncertain,

work through another example on the board: Supermarket: |
check the food | have in the house. | make a shopping list.

I drive the car to the supermarket. | do my shopping. I pay.

I return home. | put my shopping away. Then get students to
make a similar list for another business.

8B Use your example for Exercise 8A to provide an example
here: Say: I could have a fridge that automatically checks the
products inside and makes a list for me. | could order my food
on the internet and have it delivered. | could pay using online
banking. As students discuss their own ideas, monitor and help
as necessary.

8¢ Get pairs to take turns presenting their ideas to other

pairs and making suggestions for actions. During the activity,
monitor and help as necessary. To wrap up, ask a couple of pairs
to talk about the ideas of the pair that they partnered with.

MyEnglishLab: extra activities; Reading bank
Pronunciation bank: p.116 Numbers of syllables in words
Teacher's book: Resource bank Photocopiable 5.1 p.140
Workbook: p.24 Exercises 1-3

5.2 > Product testing

GSE learning objectives

» Canscanshort texts to locate specificinformation.

» (Canusethe Present Perfect with just, yet and already.

« (Canaskquestions about someone’s professional
experience.

» Cangive detailed accounts of experiences, describing
feelings and reactions.

Warm-up

Ask for a show of hands: Who plays games on their mobile
phone? Elicit which games people play. Ask: What types
of game do you like? What makes a game fun to play?
Elicit answers. Ask if anyone knows about the video games
industry. Who creates games? How are they developed?
What jobs are involved? Accept any answer. Then say: /n
this lesson, we're going to look at one job in the video
games business.

Lead-in
Students discuss products and the job of product testing.

1A Write Quality Assurance Tester on the board. Elicit or
explain that this is a job where people try out products to make
sure they work properly. Explain that almost everything that is
manufactured goes through some sort of product testing. Refer
students to the examples. Then get them to go through the list
in pairs.

1B Get students to do the exercise in pairs, then ask the class
to share a few ideas.

Teacher’s notes p|

2 Get students to do the exercise in pairs, then ask the class to
share a few ideas. If students find this difficult, get them started
with some questions. Would you want to test perfume? What
if you had to, for your job? Would it be fun to test cleaning
products over and over again? Do you think testers pay for the
products they use? (almost certainly not)

Possible answer

The worst part of being a product tester might be having
to try the same product over and over again. Even if you
love snack food, tasting something all day long might
get boring. Also, there might be flavours you don’t like
that you have to taste. The best part might be getting

to use products you love as part of your job. If you love
motorcycles, being a motorcycle test driver would be

a perfect job.

Reading

Students read and discuss an article in which a video games
tester explains how he got his job and what it is like playing
games for a living.

3 Get students to do the exercise individually and then check
answers with the class.

1 It's about being a video games tester.

2 Possible good points: It's fun. He’s always enjoyed
gaming. He’s happy in his current job and the money
is OK.

Possible bad points: Doesn’t play games like a normal
person. It's hard work. There’s a lot of administrative
work. Playing games outside work is now too much
like work.

4 Assign half the class items 1-3 and the other half 4-6. Then
tell them to get together in pairs, with one person from each
half of the class, and share answers.

1 People think | play video games all day, but thatisn't
what | do. (line 1)

2 ... butit’s also hard work. (line 8)

3 TestPilot has worked as a Quality Assurance Tester in the
video games industry for about six years. (line 12)

4 | never expected to get a job in the industry. (line 15) /
It was a total surprise! (line 18)

5 They’ve just made me Quality Assurance Manager.
(line 26)

6 ... he doesn’t often play games for fun now. ‘It's too
much like work.” (line 31)

5A Students do the exercise individually. During the activity,
monitor and help as necessary.

Possible answers

(though not all students will necessarily agree on pros and
cons)

Pros: It's fun. The money is OK. It isn't boring.

Cons: You don’t get to play the games in a normal way. It's
hard work. There’s a lot of administrative work. The money
isn‘t great.
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5B Put students in pairs to do the exercise. Then ask a few
p
pairs to share their ideas with the class.

Extra activities 5.2

A This activity gives further practice of vocabulary from
the text. Get students to complete the exercise individually
and then check their answers in pairs before class
feedback.

1b2e 33 4f5c6d 7h 8¢

Grammar: Present Perfect Simple with
Just, already and yet

Students learn how to talk about things that have and have
not happened.

6 Do this as a quick whole-class exercise. After eliciting the
answers, write the forms on the board.

1b,d 2c f 3ae

7 Get students to do the exercise individually, then check
answers in pairs.

1 already tested 2 justpaidit 3 yet 4 just 5 yet
6 Has he started his new job already?

8 Refer students to the Grammar reference on page 122. Give
them a minute or two to do the exercise individually. During
the activity, monitor and help as necessary.

Possible answers

1 had breakfast / done any homework / made a phone call
2 finished three reports / had five meetings / worked
fifty hours
3 arrived at the office / written sixteen emails / been on
the phone with colleagues in Shanghai

Extra activities 5.2

B This activity gives further practice of the Present Perfect
with just, already and yet. Get students to complete the
exercise individually and then check their answers in pairs
before class feedback.

1 I've just had lunch.

2 Have you talked to Alberto yet?

3 They've already started the meeting. / They've
started the meeting already.

4 She hasn't finished her training yet.

5 He has already left the office. / He has left the
office already.

6 We've just seen Alicia.
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Pronunciation bank
p-116: Contrastive stress

Warm-up

Write the following on the board: /t’s not my car.
It’s his car. Ask: Which words are stressed? (my
and his) Refer students to the explanation in the
box and drill the pronunciation of the example
sentences.

1 #>P5.03 Askstudents to complete the exercise
individually and then compare answers in pairs.

1 People think I spend all my time playing the
games, but I'm actually working all the time.

2 I've never really played the games - | try to
find problems with them.

3 It'sfun, butit’s also hard work.

4 |'ve always enjoyed gaming, but | never
expected to get a job in the industry.

2 Putstudents in pairs and ask them to complete the
exercise. During the activity, monitor to check that
students are using the correct word stress.

3 Ask students to complete the exercise in pairs. Do
not confirm answers yet as students will check them
in the next exercise.

4 4 r5.04 Pplay the recording for students to check
their answers. Then play the recording a second time
for students to listen and repeat.

1 What do you think is the worst and the best
part of being a product tester?

2 |was surprised to hear that he’s left his new
job. He only started it last week!

3 I'haven’t become bored with it yet - in fact
I still love it.

Speaking
Students talk about their day.

9A Get students to do the exercise individually for about a
minute, then gather a few ideas and write them on the board.

Possible answers

have lunch, write reports, make schedules, do research,
talk to colleagues, update social media

9B Get students to do the exercise individually. Monitor and
help as necessary. Ask a few students to share their ideas with
the class.

Possible answers

Have you had lunch yet? Have you written a report yet?
Have you made a schedule yet? Have you done research
yet?




9C Students do the exercise in pairs. Monitor and help as
necessary. Round off the exercise by asking students to raise
their hands to answer a few questions, e.g. Who has written ten
emails today? Who has been for a run?

MyEnglishLab: Teacher’s resources: extra activities
Grammar reference: p.122 Present Perfect Simple with just,
already and yet

Pronunciation bank: p.116 Contrastive stress

Teacher's book: Resource bank Photocopiable 5.2 p.141
Workbook: p.25 Exercises 1-3, p.26 Exercises 1 and 2

5.3 2 Communication skills
Managing information

GSE learning objectives

« Caninferspeakers' opinions in conversations on
familiar everyday topics.

» Cansuggest prosand cons when discussing a topic,
using simple language.

» Cangive orseek personal views and opinions in
discussing topics of interest.

« Canaskopen questions to encourage longer answers.
» (anaskquestions about the content of a presentation
or lecture aimed at a general audience, using simple

language.

Warm-up

Ask: When you're lost, do you prefer asking someone for
directions or do you prefer to find your own way? Elicit
answers. Ask: If you are confused about something in your
work or school work, do you ask for help immediately or
do you prefer to take some time to figure it out yourself?
Elicit answers. Say: Today we're going to talk about
managing information and asking for information.

Lead-in
Students explore ways of asking for information.

1A Get students to read and discuss the comment in pairs.
After a minute or two, elicit a few answers. In general,
businesspeople need to know about their market in order

to sell anything, about their colleagues in order to work

well together, about their work assignment in order to carry

it out properly and so on. In almost any situation, asking
questions will help people get the information they need. That
is why questions are the key to success. The same is true of
education. Students can learn a great deal by asking questions
and thinking critically: Why has my teacher given me this
assignment? What is the author’s reason for writing this text?
Who would benefit from this change in the law? and so on.

1B Do this as a quick whole-class exercise.

1 Students’ own answers
2 to clarify information, to get more information, to show
interest
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Video

Students watch a video about the importance of asking
for information.

2A @531 Inthefirst sequence, Beata shares her
impressions of Mateo. If your students watched the video in
Lesson 4.3, ask: From the video in Lesson 4.3, do you remember
what the meeting was like? (Mateo talked a lot, multitasked
and didn‘t stick to one topic.) Before playing the video, go over
the question with the class so they know what to listen for.

1 He was not focused and asked lots of personal questions.

2 She’s not sure how much to tell Daniel about the
meeting. She’s also worried about his reaction to the
situation.

2B Discuss the question as a class. Accept any reasonable
answers.

3A Explain to the class the idea of Beata having two options
when she has the video conference call with Daniel and Clarice,
and go through the details of Options A and B with them. Make
it clear to students that they can choose which option they
want to see first on the video. Put students in small groups and
ask them to discuss the two options, giving reasons for their
answers. Elicit ideas from a few groups and as a class, decide
which video to watch first.

38 532 E533 Tellthe class to answer the questions
for Option A or B depending on their choice, and play the video.
You could ask students to discuss the questions in their groups
first, and then check the answers as a whole class. Do the same
for the second video.

Option A

1 She gave a lot of information, including unimportant
details such as information about who they did the
market research on and the questionnaire. But the key
information that she passed on is that Mateo had issues
with the colour of the Diabsensor, a possible problem
with storage, and the design of the packaging.

2 He asks for specifics, e.g. ‘What does Mateo want to
change exactly?’, ‘What does he want exactly?’, ‘Are
you sure?’

3 Yes, he did, for the most part. However, he did not ask
about the storage problem.

4 She felt happy that she had shared all the information
with them.

Option B

1 The key information that she passed on is that Mateo
had issues with the colour of the Diabsensor, a possible
problem with storage, and the design of the packaging.
She omitted the details such us who they did the market
research with.

2 He asks for specifics: ‘The colour of the Diabsensor or
the packaging?’

3 Yes, he did for the most part. However, he did not
ask about the storage problem and at the end asked,
‘Really? Nothing else?’, which gives the impression he
was expecting more information.

4 She feels happy that she has given them enough
information and that if Daniel wanted to know more,
he would have asked.
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4 Pput students in pairs and give them 3-4 minutes to
discuss the question. During the activity, monitor and help as
necessary.

Possible answers

Option A

Pros: Beata provides a lot of detailed information. We
learn there is a problem with the storage.

Cons: The information she provides is often unnecessary.
Daniel has to ask Beata specific questions in order to
obtain the exact information he needs. He often has
to clarify information. Beata mentions the storage
problem. The meeting is longer.

Option B

Pros: Beata’s overview means the discussion is much
shorter than in Option A. We learn there is a problem
with the storage.

Cons: Beata doesn't provide any details about the storage
problem. Daniel doesn’t ask the exact nature of the
problem.

5 B534 Putstudentsin pairs. Explain that they are going
to watch another video, which is a summary of the ideas

they looked at in the previous videos. Play the video and give
students 4-6 minutes to discuss and make notes, then discuss
the main learning points with the whole class.

It's important to ask questions to get more information or
to stay on track. Giving more details doesn’t necessarily
mean that the meeting is more informative as not all of
these details translate into action points.

Reflection

Students reflect on the conclusions from the video and
discuss their own ability to manage information and ask
questions.

6 Allow students to work individually on this so that they can
reflect on their own preferences and ideas. Ask them to think
of their own answers to the questions and to make notes.
Then put students in pairs to discuss their answers. Get brief
feedback from the class.

Functional language: Asking open and
closed questions

Students look at how to ask questions to get short, simple
answers and questions where there are many possible
answers.

7A Explain that this exercise highlights open and closed
questions from the video. Get students to do the exercise in
pairs, then check answers as a class.

1d 2e 3b 4a 5¢c

78 Do this as a quick whole-class exercise.

l1a 2b 3b 4a

8A Get students to do the exercise in pairs. The question Why
did they spend so much time on this? appears to be an open
question asking for detailed information, and students should
write it in that space. But in the video, Clarice is actually asking
arhetorical question (see Notes below). Her meaning is: He has
wasted our time.

Notes

Arhetorical question is a question that you ask as a way
of making a statement, without expecting an answer.
For example, if someone asks you, ‘Who stole your car?’
you might respond, ‘Who knows?’ You do not expect

an answer - it is another way of saying, ‘l don’t know.’
Rhetorical questions can also be used to offer criticism.
For example, when Clarice asks, ‘And that’s what he
asked them about? The colour? Seriously? Why did they
spend so much time on this?’ she isn't trying to obtain
information. She asks these questions to express her
disapproval of Mateo’s work. She is criticising him for
wasting time.

Encouraging someone to speak: Tell us about your
meeting with Mateo.

Asking for confirmation: Have you ever met him? Can
we change the colour?

Asking for information: What does Mateo want to
change exactly? Why did they spend so much time on
this?

8B Students now work in pairs to complete the exercise.
Refer them to the videoscript on page 142. During the activity,
monitor and help as necessary.

Extra activities 5.3

A This activity gives further practice of the language
in the video script. Get students to complete both
conversations individually, then check answers in pairs.

Conversation 1

1 what does Mateo want
2 what do you think

3 we change the colour
4 tell us about

Conversation 2

1 Isit possible to

2 How long will it take
3 Canyou get back to us
4 Monday

Task

Students roleplay a scenario where they have to give each
other feedback on their presentation skills.

9A students will need to do a certain amount of preparation
before they begin the task, so bear this in mind when you

are planning this stage. Put students in pairs and ask them to
read the scenario and to decide who is A and who is B. Refer
Student A to page 136 and Student B to page 133. Answer any
questions they may have.




9B Get students to prepare their questions. During the activity,
monitor and help as necessary, referring them to the questions
in Exercises 7 and 8 as models.

9C Students take turns asking each other questions and asking
for clarification as necessary. Student A asks mainly closed
questions, and Student B asks mainly open questions. During
the activity, monitor and help as necessary.

9D Students do the exercise in their pairs. Tell them to discuss
the language they used, and what, if anything, they found
difficult. After a couple of minutes, ask a few groups to share
theirideas, and find out if there were similar challenges for
everyone. Round off the task by asking how students will
handle asking questions in the future. With stronger classes,
get students to write three action points starting /n future
meetings | will ...

MyEnglishLab: Teacher's resources: extra activities; Interactive
video activities

Workbook: p.27 Exercise 1

5.4 > Business skills
Selling a product

GSE learning objectives

« Canextract key details from a presentation if delivered
slowly and clearly.

» Canextract key factualinformation such as dates,
numbers and quantities from a presentation.

Warm-up

Ask: What's a product you don’t own that you would love
to buy? Allow students to share a few answers. Ask: What’s
a product you don’t own that you would never buy? Allow
students to share a few answers. Say: Today we’re going to
talk about products and why people buy them.

Lead-in
Students look at the language we use to describe the
features and benefits of a product.

1A putstudents in small groups and ask them to complete the
exercise. During the activity, monitor and help as necessary.
Invite groups to share their answers with the class.

1B Read through the comments with the class. Ask: Why do
people buy oranges? (Because they're delicious and healthy.)
Write Features on the board and elicit some features of an
orange (e.g. round, orange coloured, citrus fruit). Then write
Benefits and elicit some benefits of an orange (e.g. delicious,
source of vitamin C, good for your health).

1 Features 2 Benefits

Teacher’s notes p|

Listening

Students listen to two sales representatives describing
a product.

2A 501 Focus students’ attention on the instructions

so they know what they are listening for. Ask them to think
about what kind of chair the ZX3 Hot-Seat might be. Accept any
answer, as the correct answer will be revealed in the recording.
Play the recording.

features: Kendra; benefits: Paolo

2B Put students in pairs to discuss the questions. If necessary
for weaker classes, play the recording again.

1 aportable, heated chair

2 Possible answers: sports fans, concert-goers, campers,
people sitting in their garden - because it would make
them warmer and more comfortable in cooler conditions

3A #5.02 Teach or elicit the meaning of these words:
dimensions (the size of something, especially when this is given
asits length, height and width. They are often measured in
millimetres - abbreviated mm - or centimetres - abbreviated
cm. We use by (the x symbol) to separate dimensions -

10 mm x 30 mm x 20 mm), memory foam (a soft material used
for making seats comfortable), water-resistant nylon mesh

(a fabric that does not get wet), heavy-duty rubber (a very
strong substance used to make tyres, boots, etc.). Draw a box
on the board and arrows showing height 10 mm, width

30 mm and depth 20 mm, and say: The box is ten millimetres
by thirty millimetres by twenty millimetres. Get students to
read through the table so they know what information they are
listening for, then play the recording. Get students to complete
the table individually, then check answers in pairs.

1940 2 1,050 3 blue, green 4 seat 5 cover
6 handles

3B €503 Read through the list and make sure students
understand the meanings of the words. Then play the
recording. Check answers as a class.

1,3,5,7and8

Functional language: Describing features
and benefits

Students look at useful phrases for talking about products
and what they can do.

4A Explain to students that this is part of the recording they
just listened to. Teach or elicit the meaning of the words
retractable (able to fold up or fold in) and arms (the part of a
chair where you rest your arms). Get students to do the exercise
individually, then check answers in pairs.

1 comeswith 2 measures 3 weighs 4 made of
5 comesin
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4B Draw attention to the Tip box. Ask: What’s a smart phone
used for? Elicit: A smartphone is used for making phone calls,
surfing the internet and running apps or similar answers. Ask:
What's a smartphone designed for? Elicit: It's designed for
carrying easily in your pocket or bag. or similar answers. Teach
or elicit the meaning of stadium (a large, usually open building
with a playing field and seats, for sports events and concerts)
and optional (not necessary; something you can choose). Get
students to do the exercise individually. Then check answers
with the whole class.

1 means thatyoucan 2 allowyouto 3 letsyou
4 soit’seasierto 5 make it easier to

5A Teach or elicit the meaning of military (the army; a group of
people trained to fight) Put students in pairs to do the exercise.

A1l4a, (e)f
B3,6 be
c25 c¢d

5B Students continue working in the same pairs. Remind them
to use the phrases in Exercise 4.

Model answers

The military-style rucksack is made of washable fabric

so it's easier to keep clean. It also comes with additional
side pockets, which means that you have a place for your
student or work ID or keys.

The smartphone comes with a 5G internet connection
which allows you to use it abroad while you're on holiday
or a business trip. In addition, it comes with a dual SIM,
which means there's no need to carry two phones.

The newly opened supermarket provides shoppers with

a home delivery service. This makes it easier to shop
online, and there is no need to interrupt your busy
schedule. It also offers weekly discounts on fresh products
to allow you to save money.

Extra activities 5.4

A This activity gives practice of the language of
describing features and benefits. Get students to complete
the exercise individually, then check answers in pairs.

1 ismadeof 2 isdesigned 3 made of 4 comesin
5 measures 6 weighs

B This activity gives students further practice of
describing features and benefits. Make sure that they
know what each product is: a personal fitness tracker

(@ watch that monitors and records your exercise), a
portable barbecue (a metal frame for cooking food on
outdoors). With weaker groups, brainstorm features and
benefits before they write their description.

Task

Students research a product and describe its features and
benefits.

6A Say: We're going to talk about printers. Teach or elicit the
meaning of print resolution (the quality of a printed image),
pixel (the unit for measuring resolution - short for picture
element) and touch sensitive (a type of screen, as on a tablet,
that has buttons and other controls you can control with your
fingers). Put students in pairs. Get them to read the instructions
and the three steps before turning to page 131. Exercise 6B will
work better if half the class chooses one printer and half the
class chooses the other, so assign half the pairs the Officejet
Pro 2 Printer and half the Instata Print. Remind them to use

the language in Exercise 4 for their presentation. During the
activity, monitor and help as necessary.

6B Put each pair with another pair who worked on a different
printer to give their presentations. Remind them to note

down questions to ask at the end of the presentation. During
the activity, monitor and help as necessary. At the end of the
exercise, find out how many students chose to buy the Officejet
Pro 2 and how many chose the Instata Print.

6C Aftera couple of minutes, ask a few groups to share
theirideas, and find out if there were similar challenges for
everyone. Round off the task by asking how students will
handle describing features and benefits in the future. With
stronger classes, get students to write three action points
starting /n future meetings, when discussing features and
benefits, I will ...

MyEnglishLab: Teacher’s resources: extra activities;
Functional language bank

Workbook: p.27 Exercise 2

5.5 2 Writing

Product review

GSE learning objectives

« Candiscuss product features in a business setting,
using simple language.

« Canwriteashort, simple description of a familiar
device or product.

Warm-up

Write product review on the board. Teach or elicit its
meaning (the opinion of people who have bought and
used a product - usually written, often seen online, e.g. on
Amazon). Ask: When you're thinking of buying something,
do you read product reviews? Say: Today, we're going to
learn how to write a product review.




Lead-in
Students read and complete a product review.

1A Before students complete the exercise, ask a few questions
and get them to skim the review for answers: What kind of
product is the review for? (a phone) Does the review give any
good points about the product? (yes) Any bad points? (yes)

Get students to do the exercise individually.

1as 2 The 3 which 4 to 5 by/with 6is 7 off 8 If

1B Students check their answers in pairs. Ask: Based on this
review, would you buy the phone? Elicit a few answers and also
the reasons for the answers.

Functional language

Students look at language that is commonly used in product
reviews.

2 Tell students that you are now going to look closely at the
language for writing a product review. Get them to do the
exercise individually. During the activity, monitor and help as
necessary. Get students to check answers in pairs.

1 chose 2 said 3 decided 4 included 5 Another
6 impressed 7 particularly 8 most 9 downside/
problem 10 problem/downside 11 thing 12 worst

Extra activities 5.5

A This activity gives further practice of phrases to use
in a product review. Elicit or explain the meaning of
kitchenware (the things you use in a kitchen to prepare
food - bowls, spoons, etc.). Get students to complete the
exercise individually and then check answers in pairs
before class feedback.

1 decided 2 because 3 said 4 particularly
5 most 6 impressed 7 Another 8 downside
9 included 10 recommend

Optional grammar work

The review in Exercise 1 contains examples of the order
of adjectives before nouns, so you could use them for
some optional grammar work. Refer students to the
Grammar reference on page 122 and use the exercises in
MyEnglishLab for extra grammar practice.

Task

Students read and improve a product review and then write
a review of a product they have recently bought.

3A Put students in pairs and refer them to the online product
review on page 129. Ask: How is it different from the examples
we've looked at? (It lists information but doesn‘t give any
details.) Get them to discuss specific ways to improve it.

Teacher’s notes p|

Model answer

The XB Watch promises to track all your activity during

the day: walking, running, exercising in the gym as well as
monitoring your sleep. It also syncs with a fitness app on
your phone.

What | like most about this watch is the long-lasting
battery, which doesn‘t need to be charged every few hours
like some of the major competitors’ watches. Another
good thing is that it really is waterproof so | can go
swimming with it on my wrist. Finally, | was also impressed
by the easy-to-use phone app, which is full of very useful
advice.

The main downside for me is the size of the watch. It's far
too big and not very attractive at all. In fact, | think it’s
quite ugly.

However, the watch does what it promises, so if you are
not worried about the design and want an inexpensive
activity watch, | can recommend this one.

3B Get students to do this exercise individually. If there is no
time to do it class, assign it as homework.

3C Get students to answer the questions. During the activity,
monitor and help as necessary.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive grammar practice; Writing bank

Grammar reference: p.122 Order of adjectives before nouns
Workbook: p.28 Exercises 1 and 2

Business workshop »5
Smart fabric

GSE learning objectives

- Canfollow the main points of extended discussion
around them if in standard speech.

» Candiscuss product features in a business setting using
simple language.

Background

Students learn about a British textile company called eFAB
and a new ‘smart fabric’ that it is developing.

1 Write smart on the board and teach or elicit technology
words that it modifies: smartphone, smart watch, smart TV,
smart card (a credit card with a chip in it). Ask: What does
‘smart’ mean in these expressions? (They all connect to other
devices or to the internet. Smart means that they aren’t just
aphone, awatch, a TV or a card.) Ask: What smart devices do
you have? Discuss answers. Teach or elicit the meaning of fabric
(cloth; the material used to make clothes). Then ask: What do
you think ‘smart fabric’ is? Accept any answers at this point,
then say: We're going to read about smart fabric. Ask students
to read the background and discuss the questions in pairs.
Check answers with the class. Check the meaning of smart
fabric (looks and feels like normal cloth, but includes a very thin
electronic element, allowing it to change colour, to display
avariety of designs and even to light up).
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1 atextile manufacturer
2  afashion design company
3-4 Students’ own answers

Market research

Students read about a company’s market research into
a product they might produce with smart fabric.

2A In business, innovation and design are often directly
related to marketing. If you cannot sell a product, thereis no
point in manufacturing it. This means that before designing

a product, companies need to think long and hard about who
will buy it and what exactly people want to buy. Teach or elicit
the meaning of focus groups (see Notes below). Get students to
do the exercise individually, then check answers as a class.

Notes

Marketing people get focus groups to share their
opinions about a product or an idea for a product with
representatives from the manufacturer. They are usually
paid for their time and given free use of the products
they are reviewing.

1 teens and early 20s who love technology

2 €35 - not cheap, but OK for a premium product

3 carry out more detailed market research, test the
product with focus groups

2B #>BW501 Tell students that they are going to listen
to a focus group discussing a smart-fabric T-shirt. Get them
to read the three sentences so they know what to listen for.
Play the recording and get students to complete the exercise
individually, then check answers in pairs.

1 havealready 2 think 3 haveafew

2C € BW5.01 Forstronger classes, get students to try to
complete the exercise before listening again. Otherwise, play
the recording and get students to complete the notes. Check
answers with the class.

Positive feedback: looks amazing, really cool, good for
being seen (cycling)

Negative feedback: feels like rough plastic, really
uncomfortable, smells strange/weird, difficult to wash

Suggestions: good for safety clothing, curtains, wallpaper

The marketing mix

Students look at the four elements that define a target
market.

3A For a business to succeed, having an innovative product is
not enough. The product needs to sell. This means setting the
right price, placing the product in the right shops and letting
people know it’s there. The combination of product, price,
place and promotion is called the marketing mix. Teach or
elicit the meaning of promotion (telling potential customers
that your product or service exists). Then get students to

look at the diagram and do the exercise. Get them to check
answers in pairs.

1 place 2 product 3 target market 4 promotion
5 price

3B Get students to do the exercise in pairs.

1 product 2 promotion 3 price 4 target market
5 place

Considering options

Students listen to eFAB’s Product Developer and Marketing
Manager and make notes about how the fabric will be
placed in the market.

4a > BW5.02 Write the following words on the board and
explain or elicit their meanings: Product Developer (a person
whose job is creating and improving products), Marketing
Manager (a person whose job is organising product promotion).
Tell students that they are going to listen to a conversation
between these two people. Get them to read the instructions.
Then play the recording.

a safety vest for cyclists

4 {>BW5.02 Getstudents to look at the five pieces of
information they are supposed to listen for. For stronger
classes, get students to try to complete the exercise before
listening again. Otherwise, play the recording and get students
to complete the notes. Check answers with the class.

Product: cycling safety vest

Target market: not serious racing/sport cyclists - people
who cycle to work

Promotion: lifestyle magazines, online, social media
Place: online, in bike shops, department stores

Price: more than forty euros




Extra activities Business workshop 5

A In this activity, students will look more closely at some
of the vocabulary from the listening. Get them to complete
the exercise individually and check answers in pairs. Help
with any vocabulary students are not sure about.

1 potential 2 commuters 3 lifestyle magazines
4 Distribution 5 retail price 6 premium product

B €>BW502 Getstudents to read the statements

so they know what they are listening for. Teach or

elicit the meaning of shop displays (in a store, the
arrangement of a product so it looks good; sometimes the
manufacturer provides special displays to go in shops).
Play the recording. Get students to complete the exercise
individually and check answers in pairs.

1T

2 F - Atthe moment, there isn't a safety vest for
cycling that's also fashionable. In the market, safe
and fashionable are two very different ideas.

3T

4 F - Distribution is expensive - shipping is getting
more expensive all the time.

5T

Task: Choose a product to develop

Students consider possible products to develop and then
choose one.

5A Put students in pairs and get them to choose who is
Student A and Student B. Explain the task. There are notes on
the marketing mix for two possible products. Students must ask
and answer questions to exchange information. Refer Students
Ato page 133 and Students B to page 129.

5B Explain that students are now going to choose a product
for eFAB to develop. Remind them that they heard the Product
Developer and Marketing Manager talking about the cycling
vest, and students discussed the other two products in Exercise
5A. Give students 4-6 minutes to hold their meeting. During
the activity, monitor and help as necessary.

6 This exercise could be assigned as homework. Remind
students to use the email in Exercise 2A as a model. Get them
to compare emails and go through the points below. Did their
emails cover all of the points? Get them to work together to
suggest any improvements to their own or their partner’s
email. Remind them to:

- define the target market.

- explain where the product will be placed.

» name the price.

« say something about promotion.

Teacher’s notes p|

Model answer

After detailed consideration of the marketing mix of
several possible products, we have decided to carry out
further market research on a smart wallpaper. We have
identified the target market as designers and decorators
who help people with home decoration and design. We
can price it at €48 perroll, so while it isn't cheap, it will
be popular as a premium product. We plan to make it
available in high-end department stores and to promote
itin home decoration magazines. The next step will be to
test the product with focus groups.

MyEnglishLab: Teacher’s resources: extra activities

Review €5

1 1 automated 2 innovation 3 choice 4 interacting
5 customised

2 1 stylish 2 advanced 3 friendly 4 well-designed
5 dependable

3 1 We've already built three factories this year.
2 They haven’t exported to the USA yet.
3 Mr Kite has just become Sales Manager of the Year.
4 Have you finished the designs for the new product line
yet?
5 Has Liam just got a new job?
6 The boss has just sent me an email.
7 haven't started my new job yet.
8 She has already finished the report.

410 2C304C506C70 80

51d 2e 3g 4a 5f 6b 7c

6 1 chose 2 performed 3 impressed 4 Another
5 what 6 One 7 downside 8 recommend
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CLASSWORK

Students test their knowledge of international safety symbols.

Students watch a video about how a London waste disposal
company manages safety.

Students look at health and safety vocabulary.

Students conduct a survey to find out about their group’s
experience of accidents and injuries.

Students share their knowledge about typical security
measures.

Students listen to descriptions of security measures in three
different workplaces.

Students look at the grammar often used to say what you can’t
or must do.

Students write an email to colleagues about a security measure.

Students explore confidence in speech and body language.

Students watch a video about different ways of dealing with
disagreement.

Students reflect on the conclusions from the video and discuss
their own skills in dealing with disagreement.

Students look at phrases that are commonly used to explain
rules and requirements.

Students roleplay a scenario where there is some disagreement.

Students look at conflicts within teams and the possible reasons
for them.

Students listen to a conversation about a problem at work.

Students practise using language for dealing with
disagreement.

Students roleplay a scenario where they have to deal with a
conflict.

Students complete warnings and instructions for using
equipment.

Students look at the language of dos, don’ts and warnings.

Students read information about how to lift heavy loads or
what to do in a fire and create guidelines.

Students read a report about safety and security procedures.
Students listen to an interview about risk assessment in offices.
Students prepare a visitor safety and security report.

FURTHER WORK

MyEnglishLab: Teacher’s resources:
extra activities

Teacher’s book: Resource bank
Photocopiable 6.1 p.142

Workbook: p.29 Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities; Reading bank

Grammar reference: p.123 Modal
verbs of prohibition, obligation and
no obligation

Pronunciation bank: p.116
Phrasing and pausing

Teacher’s book: Resource bank
Photocopiable 6.2 p.143

Workbook: p.30 Exercises 1-3, p.31
Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities; Interactive video
activities

Workbook: p.32 Exercise 1

MyEnglishLab: Teacher’s resources:
extra activities; Functional
language bank

Pronunciation bank: p.116 Stress
in phrases

Workbook: p.32 Exercise 2

MyEnglishLab: Teacher’s resources:
extra activities; Interactive
grammar practice; Writing bank

Grammar reference: p.123 Linking
words for time

Workbook: p.32 Exercise 2

MyEnglishLab: Teacher’s resources:
extra activities




Business brief

Safety and security
and your students

Teacher’s notes Y|

The main aim of this unit is to introduce students to the concept of safety and security.
Safety is the state of being protected from danger. In business, safety generally refers

to keeping workers and visitors from getting hurt in the workplace. It is often discussed
in terms of health and safety, an area of government and law concerned with people’s
health and safety, especially at work, including regulations and procedures that are put
in place to reduce accidents in the workplace or in public environments. Security refers to
the measures that are taken to keep someone or something safe. In business, this means
keeping buildings and computer systems safe from intruders.

The concept of risk is closely associated with safety and security. Risk is the possibility
that something bad, unpleasant or dangerous might happen. Most companies carry out
arisk assessment of their workplaces or for any special event that they put on. This is the
systematic process of identifying and evaluating hazards - things that can cause harm -
and weighing the risk, from low to high, of a hazard actually causing someone harm.

Standards organisations such as the European Food Safety Authority, the European
Committee for Standardisation and the International Organisation for Standardisation
set safety standards for food, manufacturing, workplaces and so on. They define and
publish safety standards, including everything from the personal protective equipment
that workers should use in various work environments to warning signs and notices and
recommendations for food transport and storage. These standards allow consumers to
know that the products they buy are safe, and let companies and workers know exactly
what measures should be taken to keep people safe on the job. Most countries also have
laws that ensure workplace safety.

Workplace security varies from sector to sector and from site to site. Some workplaces have
no security, others require employees to carry an ID badge and some have more robust
arrangements, with security guards, fingerprint scanners and even metal detectors.
Other security measures may include CCTV, rules forbidding the use of mobile phones

or bag checks at building entrances. In the retail industry, security is focused on keeping
employees safe from aggressive customers, but also on preventing shoplifting. This may
involve low-tech solutions, such as security guards, or more high-tech ones, such as the use
of radio frequency ID chips that allow retailers to track products electronically and set off
alarms if someone tries to take something without paying.

Itis important that students are aware of safety and security. There are safety and security
issues in every industry or professional environment, so it is useful to understand and be
able to discuss the concepts and use the basic terminology. Having a better understanding
of safety and security has practical applications in the studies of pre-work learners as well
because the same concepts apply to places of study that apply to places of work.
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Unit lead-in

Ask students to look at the unit title and photo. Ask: What are the
people doing? (They’re paragliding - a sport in which you jump
off a hillor out of a plane and use a parachute to get you safely
back down to the ground.) Are they addressing safety in any
way? (They appear to be wearing helmets and gloves.) Though
these people are parachuting for fun, some pilots, particularly
those in the Armed Forces, still wear a parachute as a safety
device so that they can leave the plane in case of emergency.
Look at the quotation. Make sure students understand the
meaning of asset (something that a company owns). Ask: Why
is safety an asset rather than a cost? Discuss ideas. (Possible
answers: When workers are injured on the job, it costs them
personally and can often cost the company a lot of money for
lost work, sick pay, and maybe even legal costs. Investing in
safety avoids injuries and can save companies a lot of money.)

6.1 > Safety at work

+ Can follow the main pointsin TV programmes on
familiar topics if delivered in clear standard speech.

- Can contribute to a group discussion if the discussion is
conducted slowly and clearly.

« Canuse language related to diseases, accidents and
injuries.

+ Cancarryouta prepared structured interview with
some spontaneous follow-up questions.

Warm-up

Write safety on the board and teach or elicit the
meaning (the state of being protected from danger, risk
or injury). Ask: What things keep us safe? and elicit ideas
(e.g. seat belts in cars, fire alarms, handrails on stairs).
Say: Today we’re going to talk about safety at work.

Lead-in

Students test their knowledge of international safety
symbols.

1A This quizis meant to activate students’ knowledge of
safety signs and symbols. Make sure they understand square,
rectangular, triangular and circular by drawing each shape on
the board and asking students to identify them. Then teach or
elicit the meaning of prohibited (not allowed) and obligatory
(necessary to do). Get students to do the exercise in pairs. Check
answers as a class.

1d 2e 3a 4b 5¢c

1B Do the exercise as a class.

Video

Students watch a video about how a London waste disposal
company manages safety.

2A Do this exercise with the class and discuss any guesses
students may have. The actual answer is that the company is
awaste disposal firm, but you don’t need to tell the class that
at this point, as it will be revealed in the video.

28 [ 611 Before playing the video, encourage students to
listen out for the ideas they discussed in Exercise 2A. For more
background information, see Notes below.

0’Donovan (Waste Disposal) is a (skip) company which
collects waste and recycles it.

Notes

You can look at 0’Donovan Waste Disposal’s website at
http://www.odonovan.co.uk. The company, founded in
1959, offers a full range of waste management solutions.

3611 Getstudents to read the sentences so they know
what they are listening for. Alternatively, get them to try to
complete the exercise based on what they recall, then watch
the video to check.

1 O’Donovan Waste Disposalis based in Manehester
London.

2 Paul Nealis the company’s Factery Logistics Supervisor.

3 The company collects waste and burns recycles it.

4 Protecting the envirerment publicis a priority for the
company.

5 In order to protect cyclists, vehicles are smatter lower so
the drivers can see more.

6 The company has also put atarms cameras and
electronic sensors on vehicles.

7 The petice head office can view the images from truck
cameras if there are problems.

8 Senierstaff Everyone / All staff / All employees at the
recycling centre is/are given protective clothing and
training.

9 Whenever there is an accident, it is recorded in
a-tatabase an accident book and investigated.

4 putstudentsin pairs or small groups to do the exercise. For
question 1, if students need help, you could suggest some of
these ideas: If workers are safe, then they do not miss work
because of injuries. If a company is safe, it will have a good
reputation. While students are talking, monitor and help as
necessary. Ask a few groups to share their answers before
moving on.

Extra activities 6.1

ABcGi1 This activity gives more practice of words
and phrases from the video. Get students to complete the
exercise individually, then check answers in pairs.

1 law 2 busy 3 earlystage 4 side guards
5 thesides 6 widevariety 7 offsite 8 dusty
9 investment 10 benefit




Vocabulary: Health and safety

Students look at health and safety vocabulary.

5 Teach or elicit the meaning of health and safety (an area
of government concerned with requlations and procedures
designed to reduce accidents in the workplace or in public
environments) and risk (the possibility that something
dangerous might happen). Get students to complete the
exercise in pairs, then check answers as a class.

1b 2f 3a 4e 5c 6d

fit- puton

handle - carry, work with

pose - create, be

issue (someone with) - give (someone)
hold - do, have

record - write down

6A The correct technical term for personal safety equipment
and clothing is personal protective equipment (PPE). Get
students to do the exercise individually, then check answers
in pairs.

1 high-visibility clothing 2 steel toe-cap boots
3 hard hat 4 eardefenders 5 cut-resistant gloves
6 face mask 7 goggles

6B Do the exercise as a class.

7A Do the exercise as a class. Note the similarities between
the verbs injure, hurt and damage for talking about harming
someone (see Notes below). As you do the exercise, elicit
past tense forms of the verbs and drill pronunciation before
Exercise 7B.

Notes

While injure and hurt essentially mean the same
thing, damage suggests a more serious problem.
Also, damage can be used for things such as cars or
equipment, while injure and hurt generally refer to
people.

bleed:  lose blood, especially because of an injury

break:  damage a bone in your body by making it crack
or split

cut: injure yourself on something sharp that breaks
the skin and makes you bleed

damage: cause physical harm to something or to part of
someone’s body

drop: stop holding or carrying something so that it falls

fall: suddenly go down onto the ground after
you have been standing, walking or running,
especially without intending to

hit: move a part of your body quickly against
something accidentally, causing pain

hurt: injure yourself or someone else

injure:  hurtyourself or someone else, e.g. in an accident

slip: slide a short distance accidentally and fall or lose
your balance slightly

Teacher’s notes p|

78 Get students to do the exercise individually, then check
answers in pairs.

1 dropped, broke 2 cut, bled 3 slipped, fell, hurt
4 damaged 5 hit 6 injured

8 Ifthere are any expert first aiders in the group, get them to
give a demonstration or tips about some basic first aid.

Extra activities 6.1

B This activity gives further practice of vocabulary
from the lesson. Get students to complete the exercise
individually, then check answers in pairs.

1issue 2 hold 3 handle 4 gloves 5 hard hat
6 goggles 7 injure 8 hit 9 drop 10 firstaid

Project: Accident questionnaire

Students conduct a survey to find out about their group’s
experience of accidents and injuries.

9A If possible, put students in groups of four or more. Make
sure they understand the meaning of bone (the hard, white
materialin the centre of our arms, legs, etc.), scar (@ mark
that remains on the skin after a cut has healed) and survey
(questions asked to a group of people to learn about how
people are similar and different).

9B Get students to make a question for each statement,
following the example. During the activity, monitor and help
as necessary.

9C Ifyou are working one-to-one or students are in pairs, get
them to use appropriate phrases, e.qg. neither of us, one of us,
both of us.

9D Pre-teach the phrase accident prone (likely to have
accidents more often than is usual). Get groups to present to
other groups. Go over a few of the items with the class, asking
for a show of hands, e.q. Hold up your hand if you've ever
broken a bone.

MyEnglishLab: Teacher’s resources: extra activities
Teacher’s book: Resource bank Photocopiable 6.1 p.142
Workbook: p.29 Exercises 1-3

6.2 > Being security-conscious

GSE learning objectives

« Canfollow familiar topics if the speaker is clear and
avoids idiomatic usage.

« Canunderstand conversations about rules or
regulations related to the workplace.

+ Canexpress belief, opinion, agreement and
disagreement politely.

» Canusearange of modalverbsin the pastand present
to talk about prohibition, obligation and no obligation.

+ Canwrite asimple email giving details of work-related
events, facts or plans.
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Warm-up

Write security on the board and teach or elicit the meaning
(ways of keeping people and places safe). Ask: Where do
you often see a lot of security? (in airports, office buildings,
factories, etc.)

Lead-in

Students share their knowledge about typical security
measures.

1A Draw students’ attention to the lesson title Being security-
conscious and elicit or teach the meaning, along with the
meaning of security measures (see Notes below). Get students
to do the exercise individually, then check answers in pairs.

Notes

When you are conscious of something, it means you
think a lot about it or are concerned about it (e.g.
fashion-conscious, health-conscious, environmentally
conscious), so if you are security-conscious, you think
about how to keep people and places safe.

Security measures: a measure is an action, especially
an official one, which is intended to deal with a
particular problem (e.qg. security measures, safety
measures, preventive measures).

A security tags B x-ray machine / metal detector C CCTV

1B Get students to work in pairs. Encourage them to think
about examples of security they might typically see in the
street (e.g. CCTV cameras as shown in photo C, speed cameras),
at home (e.g. alarm system, front door lock), the place where
they work or study (e.g. ID badges, security guards), in shops
(e.g. security tags on clothes as shown in photo A). Ask if they
think there are more security systems now than in the past and
why that might be. Avoid too much discussion of cyber security
asitis not the focus of the lesson. Ask a few pairs to share their
ideas with the class.

Listening

Students listen to descriptions of security measures in three
different workplaces.

2 9601 Getstudents to look at the exercise. Explain

that they are going to hear about security measures in three
different settings. Make sure that they know they are listening
for the most and least security measures.

Paul, who works in a university, seems to have the lowest
level of security and Aisha, who works in an IT company,
has the most security.

3 €601 Goover the information students need to listen
for. After they listen, get them to check answers in pairs. Then
quickly go over the answers with the class.

1b 2c 3a 4c 5b 6a

4 Get students to do the exercise in pairs or small groups.
During the activity, monitor and help as necessary. Ask a few
pairs or groups to share their ideas with the class.

Possible answers

1 The university probably needs to employ a security
guard or another person on reception to help with
access control; security cameras were also suggested by
the speaker; staff, student and visitor ID cards would also
be useful.

2 low tech: in-room safe, receptionist, warning signs in
classrooms, locks on doors, lockers
high tech: house alarm system, room key cards to
operate lifts, CCTV, RFID badges for door/building access,
printing and scanning, fingerprint scanners, facial
recognition

3 Students’ own answers

Extra activities 6.2

A €601 Thisactivity gives further practice of
vocabulary from the listening. For weaker classes, pause
the recording after the first item and get them started by
doing it together. Get students to complete the exercise
individually and then check their answers in pairs before
class feedback.

Jenn:1,3,7
Paul:2,4,5,8,9
Aisha: 6

B This activity uses the vocabulary from Exercise A. Get
students to do the exercise individually, then go over it
with the whole group.

1 commitacrime 2 valuables 3 theft 4 safe
5 onduty 6 vandalism 7 keepaneyeon

8 unattended 9 warning 10 locker 11 locking
12 setting

Grammar: Modal verbs of prohibition,
obligation and no obligation

Students look at the grammar often used to say what you
can’t or must do.

BA €602 Getstudents to do the exercise individually. Play
the recording for them to check answers. Point out that for item
2,in addition to don’t have to, you could also use the synonym
don’t need to. Similarly, for item 5, both didn‘t need to and
didn’t have to are possible.

1 needto 2 don'thaveto 3 hasto 4 mustn’t
5 didn‘tneedto 6 must




5B Complete the grammar rules as a class. There are five other
examples of these modal verbs in the audioscript, which you
could ask students to find:
« whenever she needs to go somewhere
lecturers have to remember to lock the staffroom door
We need to leave our mobile phones with the guard
you have to use for checking into and out of the building
you have to use it to print or scan anything as well

a mustn’t b need to, hasto, must ¢ don’t have to
d didnt need to

6 Refer students to the Grammar reference on page 123. Give
them a few minutes to do the exercise individually. Monitor,
and if students are struggling with any of the items, write them
on the board and go through them with the whole class.

1 S - All sentences have the same meaning - this is an
obligation.

2 S-Sentences b and c have the same meaning - there is
no obligation.

D - Sentence a means there is an obligation to do this.

3 S - All sentences have the same meaning - they are
asking a question about an obligation in the present or
in general.

4 S - Sentences a and ¢ have the same meaning - they
refer to something that was not necessary to do in the
past.

D - Sentence b refers to a prohibition in the present.

7 Assign this as homework or get students to do it individually,
then check answers in pairs.

1 hadto/needed to

2 didn’t have to / didn’t need to

3 must/ have to/ need to

4 mustn't

5 has to/ needs to / must

6 mustn’t

7 must/ hasto/ needs to

8 doesn’t have to / doesn’t need to

Extra activities 6.2

C This activity gives further practice of modal verbs of
prohibition, obligation and no obligation. Give students

a few minutes to do the exercise individually. Monitor, and
if students are struggling with any of the items, write them
on the board and go through them with the whole class.

1 Allvisitors must te report to reception on arrival.

2 They needed to leave early to catch their flight.

3 v

Staff didn’t have to pay for the meal. It was

courtesy of the company.

v

4

Did you have to show your ID to the security

guard?

8 v

9 v

10 My door is always open. You don’t have to make
an appointment to see me.

B

N o wn
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Pronunciation bank
p.116: Phrasing and pausing

Warm-up

Say the following as quickly as possible and
without pausing: Hello everyone I'm happy

to see you and now we're going to talk about
pronunciation. Ask: Did you understand what
1just said? (probably not) Why not? (It was too
fast. It all ran together) Repeat the sentence,
this time with good phrasing and pausing: Hello,
everyone. I'm happy to see you. And now, we’re
going to talk about pronunciation. Ask: Was
that easier to understand? (yes) Why? (Because
it wasn't too fast. There were pauses.) Refer
students to the explanation in the box.

1 #>P6.01 Askstudents to complete the exercise
individually and then compare answers in pairs.
Check answers with the class.

2 %> P6.02 Play the recording for students to do
the exercise.

Retail theft, / also known as shoplifting, /

is a major problem for shops. / In the past, /
prevention measures were more personal/and
low-tech. / Shopkeepers / and employees / had
to watch customers closely / and the security
system didn’t need to be any more sophisticated
than that.

3 Putstudentsin pairs and ask them to do the
exercise. During the activity, monitor to check that
students are using effective phrasing and pausing.

Writing
Students write an email to colleagues about a security
measure.

8A Get students to read the instructions, including the bullet
points. Give them a few minutes to think and make notes about
their emails. During the activity, monitor and help as necessary.

Model answer
Hello everyone,

This is to inform you about new ID cards which we're
introducing due to some thefts in the building recently.
All staff must go to the HR department to prepare these
by the end of this month. From 1 July, employees have

to show their ID cards at reception when they enter the
building. You do not have to wear the badge at all times
but you must show it to any member of staff if requested.

Regards,
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8B Students can provide feedback in pairs or you can collect
their work for marking and later feedback. As an optional
round-up, ask and elicit answers to these questions: What was
the most interesting/surprising information you learnt about
security in this lesson? In what situations could you typically
use the modal verbs when speaking and writing?

MyEnglishLab: Teacher’s resources: extra activities; Reading bank

Grammar reference: p.123 Modal verbs of prohibition, obligation
and no obligation

Pronunciation bank: p.116 Phrasing and pausing
Teacher’s book: Resource bank Photocopiable 6.2 p.143
Workbook: p.30 Exercises 1-3, p.31 Exercises 1-3

6.3 > Communication skills
Dealing with disagreement

GSE learning objectives

« Cantellwhenspeakers agree or disagreein
awork-related discussion.

+ (Cansuggest pros and cons when discussing a topic,
using simple language.

- Cangive orseek personal views and opinions in
discussing topics of interest.

« Canexplainrulesand requirements.

 Candiscussrules and requirementsin a meeting or
negotiation.

Warm-up

Write confident on the board and teach or elicit the
meaning (feeling or showing that you can deal with a
situation successfully). Ask: How does someone who isn’t
confident behave? (They don’t speak up; they may try to
hide; they may not speak clearly; they may often say things
such as /'m not sure, but ...) Say: Today we're going to talk
about confidence.

Lead-in

Students explore confidence in speech and body language.

1A putstudents in pairs and ask them to discuss the quotation.
Get a few opinions and discuss ideas as a class.

1B Discuss in pairs, then compare answers as a class.

Possible answers

tone of voice

posture (sitting straight, standing)

positive body language (don’t fold your arms), smile, eye
contact (not intense)

speak slightly more slowly and clearly

Video

Students watch a video about different ways of dealing
with disagreement.

2 B 631 Inthefirstsequence, Beata talks about her
upcoming meeting with Mateo and explains how she feels
about it. Play the video and answer the questions with the
whole class.

1 nervous, worried

2 She finds Mateo increasingly difficult to work with, he
doesn’t want to follow requlations, she will have to
negotiate and it won't be easy.

3 She wants to maintain a good relationship and make
a good impression on Daniel. She wants Mateo to accept
the storage regulations.

4 Students’ own answers

3A Explain to the class the idea of Beata having two options in
her meeting with Mateo and go through the details of Options
A and B. Make it clear to students that they can choose which
option they want to see first on the video. Put students in small
groups and ask them to discuss the two options, giving reasons
for their answers. Elicit ideas from a few groups and as a class,
decide which video to watch first.

38 632 633 Tellthe class to answer the questions
for Option A or B depending on their choice, and play the video.
You could ask students to discuss the questions in their groups
first, and then check the answers as a whole class. Do the same
for the second video.

Option A

1 It must be refrigerated at 5°C.

2 atroom temperature

3 She first tries to explain why the regulations are
important, but Mateo doesn‘t allow her to do this.

4 Beata and Mateo don’t agree on the storage
requirements. Beata tells Mateo that Daniel will call him
to explain the situation.

5 She believes Mateo doesn‘t respect her but she managed
to keep things professional.

Option B

1 It must be refrigerated at 5°C.

2 atroom temperature

3 She firmly states the company’s position on storage
requirements.

4 Beata and Mateo don’t agree on the storage
requirements. She says she can’t approve delivery.
She tells Mateo that Daniel will call him to explain the
situation.

5 Sheis frustrated but knows she couldn’t agree to the
delivery. She is worried what Daniel may think about
how she handled the situation.

4 put students in pairs and give them a couple of minutes to
discuss the questions. During the activity, monitor and help
as necessary.

Option B had the most positive outcome for the company.
In Option B, Beata was not able to maintain good relations
with Mateo on a personal level, but she remained strong
on the company’s policy regarding storage regulations. In
Option A, as her main aim was to maintain good relations
with Mateo, she allowed him to think that ignoring the
regulations was possible.




5634 Explain that students are going to watch another
video, which is a commentary on the communication issues
they have seen in the previous videos. Play the video and give
students 3-4 minutes to discuss and make notes, then discuss
the main learning points with the whole class.

Possible answers

Use a lower voice and use pauses to punctuate your speech
and indicate important information.

Use positive body language to show authority.

State your position strongly and explain rules and
requirements.

Show you understand the other person’s situation to help
you build or maintain a good professional relationship
with him/her.

Reflection

Students reflect on the conclusions from the video and
discuss their own skills in dealing with disagreement.

6 Allow students to work individually on this so that they can
reflect on their own preferences and ideas. Ask them to think
of their own answers to the questions and to make notes.
Then put students in pairs to discuss their answers. Get brief
feedback from the class.

Functional language: Explaining rules
and requirements

Students look at phrases that are commonly used to explain
rules and requirements.

7A Explain that this exercise highlights expressions from the
video that we use to explain rules and requirements. Teach or elicit
the meaning of EU rules (laws set by the European Union). Get
students to do the exercise in pairs, then check answers as a class.

1g 2i 3h 4a 5d 6c 7f 8e 9D

7B Get students to do this individually, then check answers
in pairs.

1B 2A 3C 4B 5C

8 Tell students that they are going to build up a conversation
from some basic information that they will be given and

the phrases from Exercise 7. Divide the class into Students A
and Students B and get them to form pairs. Get Students A

to look at page 134 and Students B to look at page 138. For
weaker classes, get them to work together to make notes for
each speaker before they do the roleplay. During the activity,
monitor and help as necessary.

Model answers

1 | appreciate you've already done a lot of work. But it
needs to be finished by the end of the week. As
I explained, it's a question of keeping to the schedule.

2 | can see you've not had a holiday for two years.
I understand the tickets for Australia are expensive.
However, I'm not comfortable agreeing to your holiday
without speaking to the HR Director first. | hope you
understand the situation. It’s important that we can hire
someone to cover your work while you're on holiday.

Teacher’s notes p|

Extra activities 6.3

A This activity gives more practice of the phrases for
dealing with disagreement. Get students to do the exercise
individually and check answers in pairs.

1j2h 3f 4a 5e 6d 7b 8i 9c10g

B Get students to read the information next to the
activity. Point out that in addition to making you sound
more confident, pausing can also make you easier to
understand. Get students to do the exercise in pairs.

Model answer

I can assure you, [P] the product needs to be
refrigerated. [P] This is a question of patient safety.
[P11understand this is difficult for you. [P] And you‘ve
already done so much to help promote the product.
[P] But my position is clear. [P] We can’t go ahead
with the delivery [P] unless the necessary storage
measures are in place. [P] | have no doubt [P] that
Daniel will say the same thing. [P] I'm sure we want
the same outcome, Mateo. [P] But either we find a
compromise [P] or | cant approve the delivery.

C Tell students that they are going to practise reading the
text now. Have them work in pairs and read it a couple of
times each, helping each other with posture and pace.

Task

Students roleplay a scenario where there is some
disagreement.

9A Students will need to do a certain amount of preparation
before they begin the task, so bear this in mind when you are
planning this stage. Put students in groups of three and get
them to decide who takes each role in the scenario.

9B Askall three students in each group to read the
information on page 133. Refer Student C also to page 131.
As observer, Student C will listen to the conversation between
Students A and B, make notes and give feedback. Allow 3-4
minutes for everyone to think and make some notes about
what they will need to say. Remind them to try to use the
phrases from Exercise 7.

9¢C The groups do the roleplay. During the activity, monitor
and help as necessary.

9D Ask students to discuss the language they used, and what,
if anything, they found difficult. Round off the task by asking
how they will handle giving and responding to instructions
and standing their ground in the future. With stronger classes,
get students to write three action points starting /n future
meetings [ will ...

MyEnglishLab: Teacher’s resources: extra activities;
Interactive video activities

Workbook: p.32 Exercise 1
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6.4 > Business skills

Dealing with conflict

GSE learning objectives

» Canextract key details from conversations between
colleagues about familiar topics.

 Cansuggestaresolutiontoa conflictinasimple
negotiation using fixed expressions.

« (Can make and respond to suggestions.

Warm-up

Write conflict on the board and teach or elicit the meaning
(disagreement, argument, fighting). Ask for some examples
of conflict (any kind of argument between friends, ‘road
rage’ when people get angry at other drivers, war, an
argument between friends about what movie to see, etc.).
Accept any reasonable answers, but point out that the
word conflict can describe something simple like already
having an appointment at a time that someone wants to
meet you (Sorry, | have a scheduling conflict.), all the way
up to awar.

Lead-in

Students look at conflicts within teams and the possible
reasons for them.

1A Get students to look at the pictures and elicit what each
one shows (left: a boss handing over a large quantity of work
to an employee; middle: a pile of washing-up in an office
kitchen; a spillage on a factory/workshop floor). Students do
the exercise in pairs. Elicit other possible conflicts that people
might have, but be careful to keep it light and avoid discussion
of serious conflict that may be difficult to talk about.

1B Give students a chance to read the four sentences first and
to tick the ones they agree with before explaining their choices
to a partner. Ask a few pairs to share their ideas with the class.

1c Asstudents do the exercise, monitor and help as necessary.
If you would like to get the class up and moving, get the groups
to do the exercise by writing their ideas on the board or a flip
chart.

Possible answers

Begin by asking why your colleague is unhappy.

Don‘t focus on the person or their personality, focus on
the problem.

Listen actively.

Encourage open communication/discussion.

Accept that conflict is part of life.

Don’tinterrupt when the other person is expressing their
opinion.

Treat the other person and their opinions with respect.
Don‘timpose (force) your personal beliefs on the other
person.

Listening
Students listen to a conversation about a problem at work.

2A %603 Getstudents to read the instructions, then play
the recording. Answer the question quickly as a class.

Picture 3 - a spillage on a factory floor

2B €603 Getstudents to read the items so that they
know what they are listening for. Teach or elicit the meaning of
apprentice (a worker who has little experience and is learning
the job). Play the recording again. Get students to do the
exercise individually, then compare answers in pairs.

17

2 F-Tony’s apprentices are not responsible for cleaning.
3 F-The cleaner only works in the evenings.

4T

5T

2C Students do the exercise in pairs. During the activity,
monitor and help as necessary. Then discuss ideas with the
whole class.

2D 604 Getstudents to read the items so that they
know what they are listening for. Ask them to do the exercise
individually, then compare answers in pairs. Check answers
with the whole class.

1 The company will provide slip-resistant shoes for the
apprentices.

2 He agrees but is still concerned about repairing the
machine.

3 yes

4 She will speak to the management team, suggests that
she and Tony review the issue at the end of the week,
and will send an email to summarise their decision.

Functional language: Resolving a conflict

Students practise using language for dealing with
disagreement.

3A Explain to students that these are sentences from the
listening. You could do this exercise with the whole class,
checking answers as you go along.

1 appreciate, difficult 2 understand, saying 3 see, both
4 proceed 5 come 6 suggestion 7 check, happy

3B Get students to do the exercise individually, then check
answers in pairs.

l1la 2a,b 3a 4b 5c 6¢c 7d

3C Get students to do the exercise individually, then check
answers in pairs. Check answers with the whole class.

1a 2c 3d 4c 5a 6d 7b 8b




Extra activities 6.4

A 603 %604 Thisexercise gives students more
practice of the language from the listening. Get them to
do the exercise individually, then check answers in pairs.
Answer any questions students may have.

1 | understand what you're saying
2 how do we proceed

3 what’s your solution

4 my suggestion is to

5 sounds like a good idea

6 what about

7 Canljust check

Pronunciation bank
p.116: Stress in phrases

Warm-up

Write the following on the board: What are you
doing? Get students to say the phrase and ask:
Which syllables are stressed? Elicit What are you
doing? and underline them on the board. Refer
students to the explanation in the box and drill
the pronunciation of the example phrases.

1 Askstudents to complete the exercise in pairs. Do
not confirm answers yet as students will check them
in the next exercise.

2 #>P6.03 Play the recording for students to check
their answers.

1 It'simportant to avoid conflict.

2 Now it’s over to you.

3 Believe me, | know how you feel.

4 OK, then, what’s the solution?

5 Let’s do the job as quickly as possible.
6 | think we can come to a compromise.
7 So, what do you suggest?

8 So, how do we proceed?

3 Putstudents in pairs and ask them to do the
exercise. During the activity, monitor to check that
students are stressing the correct syllables.

Task

Students act out a scenario where they have to deal with
a conflict.

4A putstudents in pairs and get them to read the scenario.

4B Get students to decide on roles. Refer them to the role
cards on pages 132 and 134. Give them two or three minutes to
read the cards. Answer any questions they may have. Remind
them to review the useful phrases in Exercise 3.

4c Asstudents do the roleplay, monitor and help as necessary.

Teacher’s notes )|

4D Ask students to discuss the language they used and what,
if anything, they found difficult. Round off the task by asking
how students will handle conflict in the future. With stronger
classes, get students to write three action points starting /In
future conflicts | will ...

MyEnglishLab: Teacher’s resources: extra activities;
Functional language bank

Pronunciation bank: p.116 Stress in phrases
Workbook: p.32 Exercise 2

6.5 > Writing

Instructions and warnings

GSE learning objectives

» Canwrite guidelines that clearly convey information.

+ Canwrite basicinstructions with a simple list of points.

« Canusearange of prepositions of time such as before,
during, since, till/until.

Warm-up

Write car on the board. Ask: What are some safety
instructions and warnings for using a car? Discuss any
reasonable answers. (Possible answers: Wear a seat belt.
Don‘t drive too fast. Don’t text and drive at the same time.
Wear your glasses or contact lenses when you drive.)

Lead-in

Students complete warnings and instructions for using
equipment.

1A Revise or elicit the meaning of protective clothing (clothes
that make you safe in a dangerous place, e.g. clothes that do
not burn, that are difficult to cut, that protect your head). Focus
attention on the instructions and warnings and ask: Where do
you see this sort of notice? (probably in a factory) Get students
to do the exercise individually. During the activity, monitor and
help as necessary.

1 Put 2 Follow 3 Make 4 Report 5 touch 6 remove
7 Watch 8 Be

1B After students check answers in pairs, go over them quickly
with the whole class. Point out that we often talk about dos
and don’ts in all kinds of contexts - things you should and
shouldn’t do.

Functional language
Students look at the language of dos, don’ts and warnings.

2 Teach or elicit the meaning of trip hazards (things on the
floor that may cause you to fall, e.g. electrical wires) and
forklift truck (a vehicle for lifting heavy things, often used in
awarehouse - a place where products are stored). Get students
to do the exercise individually, then check answers in pairs.
Point out that a warning usually uses an expression such as
beware of, be careful of or watch out for.

1DT 2D 3W 4D 5D 6D 7DT 8W
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Extra activities 6.5

A This activity gives further practice of phrases used for
dos, don’ts and warnings. Get students to complete the
exercise individually and then get them to check answers
in pairs before class feedback.

1 forget 2 must 3 allowed 4 Watch 5 Don't
6 mustn't 7 sure 8 Beware 9 Leave 10 careful

Optional grammar work

The guidelines and instructions in Exercises 1 and 2 contain
examples of linking words for time, so you could use them
for some optional grammar work. Refer students to the
Grammar reference on page 123 and use the exercises in
MyEnglishLab for extra grammar practice.

Task

Students read information about how to lift heavy loads or
what to do in a fire and create guidelines.

3A Putstudents in pairs. Ask them to choose who is

Student A and who is Student B, and refer them to their
information on pages 132 and 134. Give them some time to
read their information, and answer any questions they may
have. With weaker classes, spend some time going through
the information, as there is a lot to take in. Get them to look

at the headings and explain that the first task is simply to read
and think about the information and how it might fit under the
headings. They will write the guidelines in the next exercise.

3B Seta time limit for the writing task and remind students to
use their ideas from Exercise 3A and the phrases from Exercises
1and 2. Students write their guidelines in pairs.

Model answers
HANDLING HEAVY LOADS

Before lifting

« checksize and weight of load

» check destination

« planroute

« check route for potential obstacles

« clear potential obstacles from route

« checkavailable equipment to help move load
Lifting

« stand with feet apart

- keep knees and hips relaxed

- bend your knees

- take hold of load at the bottom

- lift steadily and smoothly keeping back straight
- keep load close to your body

Putting down

- follow the above instructions in reverse
Never

« twist your body while carrying heavy loads

« liftanything that is too heavy for one person

FIRE EMERGENCY

You must
« know where the fire exits and assembly points are

If you find a fire

« keep calm and leave the office with other staff
» sound the fire alarm

+ only use an extinguisher if you are trained

How to escape

« close the door when everyone is out

« check doors are not hot before opening them

« if there’s smoke, cover mouth and nose and keep close
to floor level

« leave the building by the nearest exit

+ meet at the assembly point outside

If you cannot leave office

« block any door gaps to stop fire and smoke entering
« open windows and shout for help

Never

- take personal items with you

» use the lifts

« return to the building until it is officially safe

3C Get students to do the exercise in new pairs, each made of
one Student A and one Student B. Encourage them to suggest
corrections if they think there is an errorin their partner’s

guidelines. During the activity, monitor and help as necessary.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive grammar practice; Writing bank

Grammar reference: p.123 Linking words for time
Workbook: p.28 Exercises 1 and 2

Business workshop > 6
Visitor safety

GSE learning objectives

« Canscanshort texts to locate specific information.

 (Can contribute to a group discussion if the discussion is
conducted slowly and clearly.

+ Canwriteashortreporton awork-related task or
event.

Background

Students read about a company that needs to address
security and safety issues.

1 Teach or elicit the meaning of accessories for electronic
devices (extra products that usually do not come with the
device when you buy it, e.g. cases, extra batteries, a selfie stick
for a mobile phone). Ask students to read the background and
discuss the questions in pairs. Check answers with the class.




1 It'sa company which designs and produces accessories
for electronic devices.

2 The company is going to move into a new office building
and factory.

3 Possible answers: Maybe they have grown too quickly
and not had time. Maybe they forgot or didn‘t think it
Was necessary.

4 Possible answers: He/She might bring in more
up-to-date digital technology. He/She will be able to
make sure that everyone follows the rules.

5 Students’ own answers

Safety and security

Students discuss potential hazards in a factory.

2A Focus attention on the signs and elicit the meaning of

each (A: You must wear goggles / eye protection. B: Take extra
care / Be careful on the stairs. C: Be careful! Slippery/Wet floor/
ground). Put students in small groups to do the exercise. During
the activity, monitor and help as necessary. Share answers with
the whole class.

Possible answers

machines or material that could damage the eyes;

stairs; wet or slippery floors; machines that could catch
clothing or fingers; smoke or dangerous gases; noise from
machines; forklifts or other vehicles; danger from things
falling on you

2B Students choose one of the ideas from Exercise 2A and
work in pairs to design a sign. Point out that the example signs
in Exercise 2A do not include any words. During the activity,
monitor and help as necessary. Get students to put their work
up on the wall to see if others can correctly understand the
meaning of the sign.

3A Refer students to the report on page 137 and get them
to do the exercise individually. Check answers with the whole
class.

3B The report mentions risk assessment but is not a risk
assessment document. That will be covered in Exercise 4. Teach
or elicit the meaning of risk assessment (see Notes below). Get
students to do the exercise in pairs.

1 equipment; chemicals; poor ventilation; heat; staff
remove safety guards and fail to replace them; staff
leave things on the floor

2 robots never forget; they always follow procedures; they
don’t daydream or get distracted; they are never tired,
angry or bored; they are never late for work or sick; they
are always reliable, therefore profitable

3 incorrectly installed/programmed; maintenance
requirements

4 quick

5 easy to hack; privacy

Teacher’s notes p|

Notes

Arisk assessment is an examination of the possible
risks involved in doing something, so that organisations
can decide whether something is worth doing and

how they can reduce the possibility that people will be
injured. Risk assessments must be done in places such
as schools and care homes, and also for events such as
concerts or school field trips.

Extra activities Business workshop 6

A In this exercise, students will look more closely at some
of the language in the report. Check answers with the class.

le 2h 3a 4g 5b 6c 7d 8f

B In this exercise, students look at word families, e.g. face
and facial. Get them to complete the exercise individually.
Check answers with the class.

1 facial 2 identification/identity 3 privacy
4 installation 5 scanners 6 recognition
7 criminals 8 hazardous 9 Protective 10 reliable

Risk assessment

Students listen to an interview with a risk-assessment expert
and complete notes.

4pa € BW6.01 Teach or elicit the meaning of trailing wires
(electrical wires that are hanging down, not attached to a wall
or ceiling) and absenteeism (the situation of people missing
work). Play the recording. Students do the exercise and check
answers in pairs.

1 Identify 2 carpet 3 noise 4 lighting 5 backache
6 Evaluate

48 Get students to work in pairs or groups of three. If necessary,
get them started by asking: What is dangerous about heavy
boxes? (They can hurt you when you lift them; they can fall on
you or crush your hands or feet.) Get them to continue thinking
of ideas. During the activity, monitor and help as necessary.

4c Explain that this basic risk assessment form is typical in
many work situations. Before students do the exercise, teach
or elicit some of the vocabulary they might need: first aider
(someone who is trained to give first aid - simple medical
treatment that is given as soon as possible to someone who

is injured or who suddenly becomes ill), accident record sheet
(a document where workers write details of injuries received
at work), run somebody over (to hit someone or something
with a vehicle and drive over them), knock somebody over (to
hit someone with a vehicle while you are driving, so that they
are hurt or killed), beep (if a forklift beeps when it reverses, it
makes a series of short, loud sounds). Get students to take their
ideas about lifting heavy boxes from Exercise 4B and complete
the form. Then get them to complete a risk assessment for
forklift trucks and ladders.
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Possible answers

1 Lifting heavy boxes

2 Injuries to back / Dropping boxes on feet

3 Warehouse staff

4 There is training for staff and signs in the warehouse
showing them how to lift correctly.

5 People might forget to lift properly (and cause injuries to
themselves and others - quite likely to happen)

6 Call company first-aider, callambulance and take to
hospital; complete accident record sheet

1 Working near forklift trucks

2 Could be knocked over / Vehicle could run over feet

3 Warehouse staff

4 Training, warning signs and all vehicles must beep
continually while they are moving

5 Someone might turn off the warning beep so workers
are not aware of vehicle - unlikely to happen

6 Call company first-aider, callambulance and take to
hospital; complete accident record sheet

1 Using ladders

2 Falling from ladder / Ladder falling or slipping because
no one is holding it / Dropping things on workers below

3 Warehouse staff

4 Train staff about using ladders and put up signs
reminding them of the procedures

5 Staff often use the ladder without someone holding it
and they can easily fall or ladder can slip - could happen

6 Call company first-aider, callambulance and take to
hospital; complete accident record sheet

Visitor information for factory visits

Students discuss why visitors to a factory are more likely
than workers to have an injury.

5A Often, visiting business people are given a factory tour.
While they may be given a hard hat, eye protection and maybe
ear protection, they are rarely given full personal protective
equipment. Put students in small groups. Get them to read the
statement and do the exercise.

Possible answers

Visitors may not be aware of the hazards in a factory and
may not be trained to look out for them. They may not
have full protective clothing. They may not be trained in
how to deal with hazards (e.g. washing chemicals out of
eyes).

5B Get students to do this in their same small groups. If
necessary, get them started by asking: What do factory visitors
need to know about equipment? (They need to know what they
can and can’t touch, which equipment may catch their hair or
clothing, which machines may be very hot, etc.)

Task: Prepare a visitor safety and security
report

Students discuss possible hazards for visitors to a factory and
create a report for management.

6A For smaller classes, put students in two groups, A and B.
For larger classes, you may want several A groups and several B
groups of 3-5 students each.

6B Point out that this exercise has two steps: first, they come
up with procedures that should be putin place and second,
with a list of signs they recommend. For the first step, they
should use all the ideas they discussed in Exercises 5B and 6A.

Possible answers

Group A: Safety

« ID badge

+ must have company rep with them at all times

- personal protective equipment - protective glasses must
be worn in machine area, wear solid, sensible shoes, no
jewellery, no shorts, hearing protection

» follow pedestrian walkways / don’t leave group

« be careful of vehicles in factory / moving machinery

« don’t touch any machinery/equipment

« tell them about fire procedures / what do in the event of
a fire

« identify all hazards - forklift trucks, fumes from
a machine, signpost warnings

« make sure they don’t put hands on moving conveyor
belts, etc.

« watch for hot or sharp surfaces

Group B: Security

+ no videos or photos allowed

« wear visitor badge at all times

« do not take anything away from factory
» control access to confidential areas

6C Put students in pairs - one person from Group A and one
from B. Point out that there are two steps. First, students
present their ideas to each other. This needs to be done in the
classroom. During the activity, monitor and help as necessary.
Second, students write a report similar to the one in Exercise 3.
If you have time, this can be done in class. Otherwise, assign it
as homework.

Model answer

Introduction

We have been asked to prepare a visitor safety and security
report recommending new safety and security procedures
for visitors to the new premises. After completing a risk
assessment, the following actions are recommended.

1 Security

1.1 Offices

Firstly, only authorised visitors can enter our premises.
So security must be quick and effective. All visitors to

the main reception should have their photo taken and
complete a form with basic information so that a security
identification badge can be made. This must be visible at
all times. We also feel that mobile phones and cameras
should not be used in our premises.

1.2 Factory

Access to the factory should only be given to senior staff
and we should use fingerprint recognition for access

to increase security. A senior staff member must be
responsible for any visitors they have to the factory and
they should inform reception when visitors are coming.
They must also sign in their visitors at reception.




2 Safety

2.1 Offices
Allvisitors should be warned not to touch office
equipment unless a member of staff is present.

2.2 Factory

There are more potential hazards for visitors in the factory.

The person responsible for the visitor must make sure
that the visitor has read the safety rules before entering
the factory. Visitors should wear protective clothing at all
times and not go anywhere without a member of staff.

In conclusion, we feel that these recommendations will
ensure that our premises are secure and that visitors are
kept safe.

MyEnglishLab: Teacher’s resources: extra activities

Teacher’s notes p|

Review €6

1 1 pose 2 issue 3 visibility 4 masks 5 resistant

6 defenders 7 fit 8 handle 9 hold 10 record

11 drops 12 injures

1 must 2 don‘thave 3 have 4 didn't have

5 must 6 didn'tneedto 7 haveto 8 Mustwe

1 must 2 have/need 3 position 4 Either 5 unless
6 relationship 7 outcome 8 see

1 from both sides 2 we proceed 3 really appreciate
4 suggestionis 5 nothappywith 6 how you feel

7 cometoacompromise 8 Why don'twe

9 toan agreement

1 Don't 2 Beware 3 Make 4 notallowed

5 mustn't 6 forget 7 Watch 8 careful

101




Customer service

Unit overview
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language

Task

Reading and
Speaking

Listening
Task

CLASSWORK

Students discuss good customer service.
Students watch a video about customer service in the airline industry.

Students look at vocabulary related to air travel and prepositions that
follow certain words.

Students design an expensive service where a high level of customer
care is essential.

Students talk about how they communicate with customer service
departments.

Students listen to two customer service phone conversations.
Students learn how to form phrases with verb + to-infinitive or -ing.
Students write a complaint on a company forum.

Students discuss their views on the saying ‘the customer is always
right’.

Students watch a video about the importance of responding well to
customer concerns.

Students reflect on the conclusions from the video and discuss their
own customer service skills.

Students look at phrases they can use to deal with customers who are
not satisfied.

Students roleplaya scenario involving a manager and an unhappy
customer.

Students discuss the importance of generating ideas.

Students listen to a manager giving an introduction to a staff training
day.

Students look at useful phrases for sharing and talking about ideas.

Students discuss ideas to solve a problem.

Students read and complete a ‘thank you’ email.

Students look at the organisation of and some useful phrases for
a ‘thank you’ email.

Students assess a ‘thank you’ email and then write their own.

Students read and discuss case histories of how customer complaints
were addressed by different companies.

Students listen to a talk about dealing with unhappy customers.

Students discuss, present and analyse problems with customer service
and their solutions.

FURTHER WORK

MyEnglishLab: Teacher’s
resources: extra activities

Teacher’s book: Resource
bank Photocopiable 7.1 p.144

Workbook: p.34 Exercises 1-3

MyEnglishLab: Teacher’s
resources: extra activities;
Reading bank

Grammar reference: p.124
Verb + to-infinitive or -ing

Pronunciation bank: p.117
Unstressed syllables at the
end of a sentence

Teacher’s book: Resource
bank Photocopiable 7.2 p.145

Workbook: p.35 Exercises 1-3,
p.36 Exercises 1-3

MyEnglishLab: Teacher’s
resources: extra activities;
Interactive video activities

Workbook: p.37 Exercise 1

MyEnglishLab: Teacher’s
resources: extra activities;
Functional language bank

Pronunciation bank: p.117
Introducing a topic

Workbook: p.37 Exercise 2

MyEnglishLab: Teacher’s
resources: extra activities;
Interactive grammar practice;
Writing bank

Grammar reference: p.124
some (of), any, all (of), most
(o), no, none (of)

Workbook: p.38 Exercises 1
and?2

MyEnglishLab: Teacher’s
resources: extra activities




Business brief

Customer service and
your students

Teacher’s notes p|

This unit looks at customer service - an organisation’s effort before, during and after

a purchase to help customers by answering their questions and listening to their
complaints, giving them advice on using a particular product or service, and providing any
other ongoing product support.

The success of any company depends on customer satisfaction, which is achieved when
customer expectations are met, thatis, when consumers get what they wanted. For
premium products and services, where customers spend a lot of money, a high level of
customer service is essential. In such situations, it is crucial for customer-facing employees
to be able to create a positive experience for customers, even when dealing with

a complaint. Asingle customer experience - good or bad - can deeply affect the
customer’s perception of the organisation.

For budget products and services, customer service may not be an important part of the
relationship. Consumers are generally aware that a cheaper price means a more basic
experience, and so expectations are lower.

A lot of customer service is carried out by telephone. This involves customer service agents
at call centres - sometimes called contact centres - answering phones and trying to deal
with questions. The global telecommunications network makes it possible for call centres
to be located virtually anywhere in the world, so often customers in the UK or the USA may
receive telephone support from India, the Philippines or Pakistan. Some companies also
offer support using live chat, where customers type questions or comments into a chat
window, the customer service agent responds and a conversation takes place.

Increasingly, some aspects of customer service are automated. Rather than a direct
connection with a person, telephone customer service may consist partly or completely of
menu options that can be chosen by pressing numbers on the phone’s keypad. In addition,
websites often provide lists of FAQs (frequently asked questions) and also chatbots -
computer programs that can answer basic questions using a chat window. Chatbots are
increasingly difficult to distinguish from actual people performing customer-service duties
online.

In business, there is an old saying: The customer is always right. This attitude is intended

to stress the importance of good customer service. Without happy customers, businesses
will not succeed. However, it has been pointed out that this attitude can make employees
unhappy when customers have unreasonable expectations or are rude, and can encourage
customers to be aggressive and to take advantage. It might be more reasonable to say that
customers should be treated with warmth and respect, and that their concerns should be
taken seriously and dealt with quickly.

Most jobs are in some way connected to or supported by customers buying products or
services. Even workers who never deal directly with the public need to remember that,
ultimately, their goal is customer satisfaction. Students who are not yet working will need
to develop an understanding of the importance of customer service in all fields. Working
students can improve their understanding of customer service skills in order to develop
their careers.
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Unit lead-in

Look at the quote and ask students what it means. Elicit the
idea that though a company may have a department called
Customer Service, in fact, companies exist only because there
are customers, so it is every worker’s job to serve the customer.
Look at the photograph and ask if anyone knows what it shows
(an Egyptian plover cleaning the teeth of a Nile crocodile).

Ask if the photograph has a message about customer service.
(When customers are happy, the relationship is easy, but if

the customer becomes upset, it could be very difficult for the
customer service employee.)

7.1 > Airline customer service

GSE learning objectives

« Canfollow the main pointsin TV programmes on
familiar topics if delivered in clear and standard speech.

« Cangive orseek personal views and opinions in
discussing topics of interest.

+ Canuse language related to complaints and resolving
complaints.

- Cangiveasimple presentation on a work-related topic.

Warm-up

Write the following on the board: Good customer service is
about looking after the customer before, during and after
the sale. Ask students to think of examples of customer
service they have experienced at each stage. Examples:
Before - going into a shop and being asked if you'd like
help finding anything; During - having a car salesperson
talk through all of the options available for a car you have
decided to buy; After - taking a faulty product back to a
store to exchange it for one that works. If you would like to
extend the discussion, ask students to tell stories of both
good and bad customer service experiences they have had.

Lead-in

Students discuss good customer service.

1 putstudents in groups and give them a minute to read the
instructions. Encourage them to think of other businesses and
services, e.g. a department store, clothes shop or supermarket.
After students have talked for a couple of minutes, get them to
share a few ideas with the class, then teach or elicit the idea of
the stages of customer service (see Notes below) and how the
service could be good or bad at each stage.

Video

Students watch a video about customer service in the airline
industry.

2 B 711 Teachorelicit the meaning of ground staff and
in-flight staff (see Notes below). Give students a minute to
read items a-e, then play the video. Get students to compare
answers in pairs before checking with the class.

1c 2e 3a 4d 5b

Notes

In aviation, ground staff (also ground crew) are the
people who work for an airline in an airport rather than
on an aircraft. This includes people who check tickets,
people who load luggage into planes, people who
direct planes, etc. The in-flight staff are the crew on the
aeroplane - flight attendants who deal with passengers
and pilots who fly planes.

3711 Givestudentsaminute to read the notes. Then
play the first part of the video again (00:00-02:23). Get
students to compare answers in pairs before checking with

the class. Ask if anyone understood any more details about

the type of training sessions - assertiveness (taking control of
situations) and interpersonal skills (communicating effectively).

1 queue 2 extras 3 ontime 4 ahotel
5 training (sessions) 6 (customer service) problems

4 B 711 Givestudentsaminute to read the summary.
With stronger classes, you could ask students to try to do the
exercise before watching, then watch and check/complete
their answers. Play the video again (2:24-4:12) and then check
answers with the class.

In the premium service segment, airline companies remeve
add on little extras that passengers askleast pay more /
are charged more for. For example, United Airlines attracts
business-class and first-class passengers with itsfaster

no queue to checkin. The company’s CEO says that their
research showed that a good feed-serviee night’s sleep
was most important for passengers. British Airways
distinguishes its first-class service through an elaborate
ritual on board: the British breakfast afternoon tea. For
airlines, things like a bigttuneh business lounge and
comfortable bed are ways to make passengers feel more
important and better cared for.

5 Putstudents in pairs or small groups to discuss the questions.
For question 1, make sure they understand pros (good points)
and cons (bad points). For question 2, clarify that students
should work individually to answer the questions, then compare
answers with their partner. During the activity, monitor and

help / correct students as necessary. If you want to extend

the exercise, ask: How might leisure and business passengers’
needs be different? (Leisure passengers often simply want to
save money. Business passengers generally value comfort and
efficiency.) How do airlines offer a distinctive service for business
travellers? (Most airlines offer business-class seats, which are
more comfortable and often come with better food service. They
may also have business lounges in airports.)

Possible answers

1 Low-cost airlines
Pros: they are cheap; they get you from A to B, usually
on time; they are safe
Cons: you have to pay not to queue, to board first and
foreverything else; they will not put you in a hotel if
your flightis delayed; customers will get angry when
things gowrong




Standard airlines
Pros: premium service; they handle all your bags; you
getabig seatand lots of personal attention; extra and
exclusive features; no queues at check-in; good food;
able to sleep on board; priority baggage; distinctive
customer service; cabin service; seat design; passenger
feelsimportant/ better cared for
Cons: high price tag
Pros and cons not mentioned on the video
Low-cost airlines
Pros: special offers with even lower fares; mobile app
for boarding pass
Cons: have to pay to checkin baggage and hand
baggage allowance is smaller than reqular airlines; fly
tosecondary airports not close to city
Standard airlines
Pros: offer a wide range of international flights;
strategic alliances with other airlines; fly to best
airports
Cons: tendency to reduce costs and cut services
(e.g.in-flight meals) in order to compete with low-cost
airlines

2 Students’ own answers

Extra activities 7.1

A 711 Askstudentsto do this individually, then
play the video for them to check their answers. Check
answers with the class and clarify any new vocabulary,
e.qg. flag carrier (an airline that is or used to be owned by
a government, e.g. British Airways in the UK) and priority
(mostimportant).

1 elite 2 choice 3 goeswrong 4 assertiveness
5 body language, raise 6 pricetag 7 Flag carrier
8 priority, on board 9 charge

Vocabulary: Customer service

Students look at vocabulary related to air travel and
prepositions that follow certain words.

6A Explain that the words are from the video. Students could do
this individually or in pairs, using their dictionaries to help them.

body language, business-/first-class, exclusive features,
premium service, ‘no-frills’ flight, personal attention,
priority boarding, VIP treatment

6B Again, this exercise can be done individually or in pairs -
the second option may be easier for weaker classes.

1 premium service / business-/first-class
2 exclusive features

3 business/first-class / premium service
4 VIP treatment / personal treatment

5 priority boarding

6 personal attention / VIP treatment

Teacher’s notes p|

7 Do the first item on the board. Write anxiety and teach or
elicitits meaning (the feeling of being very worried about
something) and then teach or elicit the adjective form of the
word (anxious). Point out that where there are two gaps,
there are two or more correct answers. Get students to do the
exercise. Let them use their dictionaries if they need help.

1 anxious 2 apology 3 assist 4 complaint

5 confident 6 demand 7 empathy 8 handle
9/10 helpful/unhelpful/helpless 11 request
12/13 satisfied/dissatisfied/satisfying/satisfactory/
unsatisfactory 14 upset

8 Before students do this exercise, elicit or explain what a
dependent preposition is (see Notes below). You could also point
out some verb + noun collocations as an extension exercise,

e.q. offer assistance, make a complaint / an apology / a request.
Another option is to focus on the personal characteristics

and skills needed for staff who have to handle demanding,
dissatisfied or anxious customers, e.g. assertive, calm, confident,
friendly, helpful. Also, elicit the negative characteristics they
should not have, e.g. rude, aggressive, uncaring.

Notes

In English, as in other languages, many verbs, nouns
and adjectives are followed by specific prepositions.
These are called dependent prepositions because

the preposition used depends on the particular word
and its meaning. A frequent error students can make
when speaking and writing in English is to transfer the
dependent preposition from their native language.
Itis very useful to encourage students to notice the
differences when they occur.

1 about 2 to, for/about 3 to 4 to, about
5 about/in 6 with

9 Put students in pairs or small groups to discuss the
questions. Get a few students to share their answers with
the class.

Extra activities 7.1

B This activity practises key vocabulary from the lesson.
You could ask students to do it individually, as a quick
vocabulary quiz, and then get them to compare answers in
pairs before checking with the class. With weaker classes,
you could help students by providing the last letter of each
missing word.

1 personal 2 treatment 3 boarding 4 assistance
5 complaints 6 Handling 7 dissatisfied 8 helpful
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Project: Design a premium service

Students design an expensive service where a high level of
customer care is essential.

10A Students can do this project as a short round-up exercise
at the end of class, without access to internet research.
Alternatively, it can be done as an extended project, with
students doing research into the latest trends in premium
customer service. If you are doing it in class, put studentsin
groups and go through the instructions. Answer any questions
they may have before they begin and set a time limit. During
the activity, monitor and help as necessary.

Possible answers

1 airlines - examples from video; banks - personal
banking service, better rates on loans; hotels - access to
VIP lounge; internet provider - higher-speed connection;
restaurant - better table; online retailer - faster delivery;
shop - personal shopper

2 Some more examples of companies offering premium
services are: The online retailer Amazon, which has a
premium faster delivery service. Cable TV channels that
charge premium customers extra for exclusive access
to more channels such as sports and film channels. In
another example, Airbnb has introduced a premium
service to compete with high-end hotels. TripAdvisor has
a premium-subscriber service as well. Many professional
websites, such as LinkedIn, also offer a premium service
with more features.

3 Students’ own answers

108 Get students to look at the box. Go over the ideas

and elicit some additional ones (members-only services or
products, products that include special product support,
upgrades to a higher level of service, etc.). Groups choose one
type of business they discussed in Exercise 10A and think about
what they could offer as a premium service. During the activity,
monitor and help as necessary.

10c students present their ideas to other groups. Allow
4-6 minutes for each presentation. During the activity,
monitor and help as necessary. Then give students feedback:
suggest areas forimprovement and highlight any errors that
made communication difficult.

MyEnglishLab: Teacher’s resources: extra activities
Teacher’s book: Resource bank Photocopiable 7.1 p.144
Workbook: p.34 Exercises 1-3

7.2 > Hanging on the telephone

+ Canextractkey factualinformation from a phone
conversation on a familiar topic.

« Canfollow instructions on recorded phone menus.

« Canexpress how they feelin simple terms.

« Can express belief, opinion, agreement and
disagreement politely.

 Canusearange of verbs taking to + infinitive.

« Canusearange of common verb +verb combinations
using the -ing form.

+ Candistinguish between to + infinitive and -ing after
certain verbs with a change of meaning.

« Canwrite basic comments and complaints about
products and services.

Warm-up

Ask the following questions, pausing after each one to

elicit a few answers:

- When did you last contact the customer service
department of a company?

« Why did you contact them? A problem with a product
or service? A question? Something else?

- How did you contact them? Phone? Internet? Visit to
ashop?

Lead-in
Students talk about how they communicate with customer
service departments.

1 Teach or elicit the term call centre (an office where people
answer customers’ questions, make sales, etc. by using the
telephone) and explain that contact centre is also popular
these days. Teach or elicit the meaning of chatbot (a computer
program designed to simulate conversation with people using
artificial intelligence, especially over the internet), live chat (an
online system where customers type questions or comments
into a chat window, the customer service agent responds, and
a conversation takes place) and automated customer service
systems (see Notes below). Students answer the questions
individually, then compare answers in pairs. As a round-up

to students’ discussions, find out who has had the worst
experience(s) with customer service and what happened. Ask
if they think automated customer service systems will be more
common in the future.

Notes

Automated customer service systems: voice
recognition and artificial intelligence (Al) applications
online and on the phone, which are a growing trend.
These interact with customers by responding to
keywords and triggers. For example, this technology
allows customers to do things like request account
information or pay a bill through an automated
system. More complex requests are passed to agents.
Another common feature is self-service FAQs help on
the website, which companies hope will reduce calls to
contact centres.




1 Students’ own ideas (Research shows most people prefer to
phone a service agent when they have a problem or query.)

2 Students may have other experiences to add to the list, e.g.
a Anautomated system does not understand your request.
b You don’t know which option to choose.
¢ An automated voice tells you to call back later.

3 Students’ own ideas

Listening
Students listen to two customer service phone conversations.

2A %701 Teach or elicit the meaning of internet provider
(also called aninternet service provider, or ISP - a company
that provides the technical services that allow people to use
the internet) and phone provider (a company that provides
the service that allows you to make and receive callson a
mobile phone). Check that students understand the context
for the listening (a customer is phoning her internet and
phone provider). Play the recording, then check answers with
the class.

Call 1: The woman called about her internet connection
not working.
Call 2: She called to query her high mobile phone bill.

2B Ask: What's a script? (the written form of a speech, play,
film, etc.) Ask: What's the difference between a call with

a script and one without a script? (With a script, the agent will
say only certain things and can’t always respond to a caller’s
statement or question.) Discuss the question with the whole
class. Also ask students if they think the mobile phone company
should reduce Angela’s phone bill.

In both conversations, there are elements of using a script.

3 #2702 Getstudents to do the exercise individually, then
check answers as a class. Point out that item 8 is something
the customer says in the call, although it is useful language for
both callers and customer service agents. You could also refer
students to the audioscript of the second phone call on page
150 to find more useful phrases for customer service agents
(see Notes below).

Notes

These are useful phrases for customer service agents
from audioscript 7.02:

I'm sorry, | don’t understand.

Good morning, this is Judith speaking. Can | have your
name, please?

I'm sorry for the long delay - we're receiving lots of calls
today.

How can I help you, Angela?

Can I just ask your date of birth for verification
purposes?

I'm just looking at your bill on screen.

I'm sorry, we can’t do that, Angela.

We always recommend contacting customer services
to check roaming charges abroad before you travel.
Next time don’t forget to do that. You can also find the
information on our website.

Can I help you with anything else today?

I'm afraid she will give you the same information.

OK, I'm just transferring you now.

Teacher’s notes p|

1 busy 2 Maylhave 3 Howcan 4 account 5 justask
6 giveme 7 putyouthrough 8 speakup 9 onhold
10 assist you with

4 #>7.03 Sstudents could do this individually or in pairs. As
an optional exercise, students could roleplay one or both of
the phone calls using the audioscript or invent their own call
centre dialogues using some of the useful phrases.

1 the phone number

2 the automated system does not understand what she
wants

3 because she wants to talk to a person not a machine

4 because she went to a country (Andorra) outside the
European Union and there was a roaming charge

5 toreduce the charge on her phone bill

6 to phone customer services or check the website before
travelling abroad / to check roaming charges before she
travels

5 Students could do this individually or in pairs. Check answers
with the class.

Possible answers

1 My internet connection isn’t working.

2 I'msorry, | can’t hear you very well.

3 Could you speak up, please?

4 | have a query about my mobile phone bill.

5 It’s taken me fifteen minutes just to speak to a real
person.

6 | want to query my mobile phone bill for last month.

7 Look, could you possibly reduce the charge?

8 Could I speak to your supervisor, please?

6 Do the exercise in small groups or as a class. Discuss the pros
and cons of scripts.

Notes

Scripts and pre-designed decision trees on a call-centre
agent’s computer screen allow companies to provide a
consistent service. However, this consistency can create
interactions that may seem robotic. This can frustrate
the customers and fail to result in a better customer
experience, especially when the agent repeats the
same script or can’t deviate from the script. This feels
unhelpful to customers rather than helpful.

1 Students’ own answers

2 Students’ own answers. There is an opportunity here
to mention generational and cultural differences in
communication styles in modern day ‘one-size-fits-all’
global customer service (see Notes below).

3 Students’ own answers. Companies do this to try to
increase sales.
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Notes

The main issue for customer service agents using their
caller’'s name is formality and the professional image of
the company. The agent can often seem too informal

if they use the caller’s first name rather than Sir or
Madam. Using Mrand Ms and the surname is a more
universal sign of respect. Some callers may not like the
fact that agents use their first names; it could seem
impolite, insincere or over-familiar, especially when

the caller is making a complaint. Whereas addressing
people by their first name is now normal in North
American business culture, it is not common in other
parts of the world. Some companies tell agents to ask
for their caller’s full name and then ask how they prefer
to be addressed to avoid offending.

Extra activities 7.2

A Students could do this exercise individually and then
compare answers in pairs, using their dictionaries if
necessary. ltem 6, busy, is more common in American
English. If a telephone you are calling is busy, it makes a
repeated sound to tell you that the person you are calling
is talking on their telephone. A synonym in British English
is engaged.

1 screen 2 abroad 3 bill 4 turnon

5 switch off 6 busy 7 query 8 inquiry

9 put (someone) on hold 10 put (someone) through
11 roaming charge 12 account

B Again, students could do this exercise individually and
then compare answers in pairs.

l1c 2e 3d 4f 5h 6a 79 8b

C Explain that each of the eight sentences in Exercise B
fits into one of these four categories. Do the exercise with
the class.

al4de b5 c23 d7.8

Grammar: Verb + to-infinitive or -ing

Students learn how to form phrases with verb + to-infinitive
or -ing.

7A Point out that these sentences are from the listening. Get
students to do the exercise individually and then to compare
answers in pairs before checking with the class.

1 toadd 2 switching off, turningiton 3 to comeon
4 comingon 5 toget 6 toquery 7 using
8 contacting 9 to look for

7B Get students to do the exercise individually and then to
compare answers in pairs before checking with the class. Refer
students to the Grammar reference on page 124 and clarify any
points as necessary.

1 to-infinitive 2 -ing 3 both forms

8 Write on the board: / stopped using my phone and | stopped
to use my phone. Point out that both are grammatical but they
mean very different things. Elicit the meaning of each

(I stopped using ... means | quit using my phone - I no longer
use it. / stopped to use ... means | was walking or driving

but stopped so that | could use my phone.). Ask students to
complete the exercise individually. You could get them to
compare answers in pairs before checking with the class.

1 Did you remember sending the email? (This is asking if
you have a memory of it.)

Did you remember to send the email? (This is a different
meaning. Itis checking if you did it.)

2 They stopped to look at the new website design. (This
means they stopped another activity in order to look at
the website design.)

They stopped looking at the new website design. (This is
a different meaning. It means they no longer looked at
the website.)

3 We continued to argue about the charges. We continued
arguing about the charges. (same meaning)

4 She went on to ask for a discount. (This is the next thing
she did.)

She went on asking for a discount. (This is a different
meaning. This means she repeatedly asked for a
discount.)

5 | forgot to pay the phone bill last month. (This means
I didn’t pay the bill.)
| forgot paying the phone bill last month. (This is a
different meaning - | paid the bill but then didn’t
remember the action.)

6 He began complaining about the poor service. He began
to complain about the poor service. (same meaning)

7 She tried not to get angry. (This means she made a big
effort to do something that was difficult for her.)

She tried not getting angry. (This is a different meaning -
she tried this approach as an experiment to see if it would
work.)

8 He prefers to sit at the front in the cinema. He prefers
sitting at the front in the cinema. (same meaning)

9A Teach or elicit the meaning of forum page (a website
where people can leave comments, ask questions and have
discussions, and where customer service agents sometimes
reply). Check answers with the class.

1 topay 2 toinform 3 losing 4 operating
5 toreduce 6 going 7 getting 8 togive

9B Get students to do this in pairs or, with smaller groups, do
itas a class. This short discussion exercise could be followed up
with an optional writing task for homework.




Extra activities 7.2

D Ask students to do this individually. Check answers with
the class.

1 Heavoided te-go going to the meeting.

2 v

3 v

4 Have you arranged visiting to visit the customer?

5 v

6 v

7 They denied te-damage damaging the

passenger’s luggage.

Did they promise detivering to deliver the order

by Friday?

9 v

10 v

11 |forgot tecking to lock my car door and someone
stoleit.

12 After three hours of negotiations they stopped

havirg to have lunch.

(-}

Pronunciation bank
p.117: Unstressed syllables at the end of
a sentence

Warm-up

Write the following on the board:

A: What should we eat?

B: How about pizza?

A: Yes, Id love pizza!

Get students to read the short conversationin
pairs and ask: Which words are stressed? (The
stressed words are most likely eat in the first
line, pizza in the second and love in the third.)
Refer students to the explanation in the box
and drill the example conversation.

1 > P7.01 Do the exercise as a class.

2 Get students to do the exercise in pairs. Walk round
and monitor to check that students are using the
correct word stress.

3 4> P7.02 Keep studentsin pairs and play the
recording for them to listen and check, and then again
to listen and repeat.

1 B:lcan't afford to take a few days off work.
2 B: | hate phoning customer services.
3 B:I've already agreed to join the project.

Teacher’s notes p|

Writing
Students talk about their own preferences, memories,
hopes, etc.

10A Putstudents in pairs for this exercise. If they need help,
get them started with some ideas for bank (see answer key).
Share answers with the whole class.

Possible answers

bank - high or hidden bank charges;

internet service provider - slow connection;

insurance company - unexpected increase in car insurance;
telephone company - charges for call you did not make

108 Refer students to the complaint in Exercise 9A and remind
them to include the three details mentioned in this exercise.
Students can provide feedback in pairs or you can collect their
work for marking and later feedback.

See model in Exercise 9A.

MyEnglishLab: Teacher’s resources: extra activities; Reading bank
Grammar reference: p.124 Verb + to-infinitive or -ing
Pronunciation bank: p.117 Unstressed syllables at the end of

a sentence

Teacher’s book: Resource bank Photocopiable 7.2 p.145

Workbook: p.35 Exercises 1-3, p.36 Exercises 1-3

7.3 > Communication skills
Responding to customer concerns

GSE learning objectives

» Canextract key details from conversations between
colleagues about familiar topics.

« (Canrecognise that a speaker is expressing concernsin
aformal discussion.

+ Cangive orseek personal views and opinions in
discussing topics of interest.

+ Canrespond to customer concerns.

« (Cansuggestsimple solutions to a customer service
problem.

 Cancarryoutawork-related phone conversation using
polite fixed expressions.

« (Cangive brief reasons and explanations, using simple
language.

Warm-up

Say: We talk a lot about good customer service. But what
about customers? Can we talk about good customers

and bad customers? Elicit a few answers. One idea might
be that good customers treat shop workers politely

and with respect, and bad customers are rude. Ask: /e
know customers have rights, but do they also have
responsibilities? Elicit a few answers. Following on from
the previous question, we might say that customers
should be honest, not steal, be polite, etc. But probably not
everyone in the class will agree.
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Lead-in

Students discuss their views on the saying “the customer is
always right’.

1A Putstudents in pairs. Give them 3-4 minutes to discuss the
situations, then invite different students to share their ideas
with the class.

1B Discuss the question as a class.

Video

Students watch a video about the importance of responding
well to customer concerns.

2A B 731 Inthefirst sequence, we see Beata and Daniel
discussing a possible problem. Their customer, Mateo, does not
want to follow their recommendations for how to handle and
store their product. Get students to read the questions. Then
play the video. Get students to answer in pairs. Then check
answers with the class.

1 They need to understand why Mateo does not want to
refrigerate the Diabsensor.

2 Daniel suggests that Mateo may have other suppliers
or may not have enough money to cover the costs of
refrigeration.

3 Beata suggests that Mateo’s refrigerators may be full.

4 Mateo responds by pointing out that the outstanding
issues may not be that small.

2B Discuss the question as a class.

3A Get students to think about possible solutions to the
problem. How would they handle a conversation with a
customer? Explain the idea of Daniel having two options in his
conversation with Mateo and go through the details of Options
Aand B with the class. Make it clear to students that they

can choose which option they want to see first on the video.
Put students in small groups and ask them to discuss the two
options, giving reasons for their answers. Elicit ideas from a few
groups and as a class, decide which video to watch first.

38 732 E733 Givestudentsaminutetoreadthe
questions for Option A or Option B, depending on their choice,
and help them with any unknown words. Play the video and then
check answers with the class. Do the same for the second video.

Option A

1 His experts have told him that the Diabsensors do not
need to be stored at 5°C.

2 He listens but offers no judgement.

3 He does not respond to any of the criticisms.

4 Daniel promises to look into the problem before the
meeting in Manchester.

5 Daniel does not mention Beata’s name except to say that
sheis listening in to the conversation.

Option B

1 His experts have told him that the Diabsensors do not
need to be stored at 5°C.

2 He says that Beata is correct.

3 He shows that he fully supports Beata.

4 Daniel promises to look into the problem before the
meeting in Manchester.

5 Daniel refers to Beata six times, either to support her
or to confirm that she has already informed him of
something.

4 Ask students to discuss the questions in pairs or groups first,
and then have a whole-class round-up.

Suggested answer

In Option A, a possible advantage is that Mateo will believe
Daniel is open to new ideas or does not know the full story.
A disadvantage is that Daniel might send a signal that he
does not trust Beata fully.

In Option B, the advantage is that Daniel is showing

Mateo that he fully supports Beata and that the question
of refrigeration is not open for discussion. A possible
disadvantage, however, is that Mateo may feel that there is
no flexibility in the position Daniel is taking.

5 B 734 Explain that students are going to watch the

last section of the video, with conclusions on and tips for
responding to customers successfully. Play the video, twice

if necessary. Check answers with the class, then get students
to discuss the tips given in the video. This could be a class
discussion or you may prefer students to discuss in pairs / small
groups first.

1 Personal relationships are useful to help resolve difficult
negotiations. While listening, appear neutral and gather
information.

2 Showing support sends a very clear message that the
customer may not be right.

Reflection

Students reflect on the conclusions from the video and
discuss their own customer service skills.

6 The main aim of these questions is to help students reflect
on their own natural style: How would they deal with a difficult
situation involving a colleague and a customer? Put themin
pairs and give them 4-6 minutes to discuss the questions, then
broaden this into a class discussion.

Functional language: Responding to
customer concerns

Students look at phrases they can use to deal with customers
who are not satisfied.

7 Ask students why responding well to customer concerns is
important (it keeps customers happy and therefore willing to
continue doing business). Ask them for some examples of the
sorts of things they might need to say when responding to a
customer (explaining reasons, reassuring them, saying what
you are going to do to address their concern, etc.). Explain that
phrases a-g are useful when they need to respond to customer
concerns, and ask students to complete the table.

1c 2d 3b 4f 5a 6g 7e

8A Putstudentsin pairs and explain the activity. Give pairs
3-5 minutes to read the scenario and note the useful phrases
from Exercise 7.

8B Students stay in pairs to roleplay the phone call. Monitor
and make sure they are using the phrases from Exercise 7
correctly. Get pairs to act out their dialogues for the class.




Extra activities 7.3

A Get students to do this individually and then compare
answers in pairs before checking with the class. After
checking answers, you could put students in pairs to
practise the dialogue.

1b 2a 3e 4c 5d

Task

Students roleplay a scenario involving a manager and an
unhappy customer.

9A Start by putting students in groups of three. Refer them to
page 130 and have them read through the three scenarios and
choose one. Ask groups to assign roles.

9B Students read the scenario and the instructions for their
role. During the activity, monitor and help as necessary.

9C Setatime limit of 4-5 minutes for the roleplay.

9D When students have finished their roleplays, allow time
for peer assessment. Monitor and make note of any points to
highlight during class feedback.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive video activities

Workbook: p.37 Exercise 1

7.4 > Business skills

Generating and presenting ideas

GSE learning objectives

 Canfollow the main points of short talks on familiar
topicsif delivered in clear standard speech.

» Canuselanguagetointroduce and present ideas.

» (angive briefreasons and explanations using simple
language.

» Cancontribute to a group discussion if the discussion is
conducted slowly and clearly.

Warm-up

Write ideas on the board. Ask: When you need an idea, for
example, for a school or work project, what do you do?
How do you help yourself think? Where do you look for
ideas? Elicit answers or give a few of your own (e.g. go

for a walk, search the internet, have a cup of coffee, start
writing notes).

Lead-in
Students discuss the importance of generating ideas.

1 Putstudents in small groups and give them 3-4 minutes
to discuss the questions. As feedback, invite a few students to
share their answers with the class.

Teacher’s notes p|

Listening

Students listen to a manager giving an introduction to a staff
training day.

2A %> 7.04 Askstudents to read the questions so they know
what they are listening for. Play the recording and get them to
answer the questions individually, then check answers in pairs.

1 Ideas come to us at any time.

2 They disappear, either through forgetfulness, being
afraid of being laughed at or due to lack of a system for
capturing them.

3 The manager wants to hear ideas about how to generate
ideas, how to share ideas and how to capture those
ideas.

4 The group must come up with a list of ideas of how to
generate ideas and not lose them.

2B {704 Getstudentsto do the exercise individually, then
play the recording again for them to check their answers.

1 generate 2 share 3 enough 4 ways 5 lose

3 This activity aims to get students to practise the language
of generating ideas. Put students in small groups and do the
exercise.

A 4705 Explain the activity and play the recording, twice
if necessary. Check answers with the class.

4g 4>7.05 Playthe recording again. For weaker classes,
pause after each speaker to give students time to think and tick
their answers. Check answers with the class.

See the audioscript on page 150. The speakers who talk
about ways to record ideas are: 1 (brainstorm using lists),
2 (use a notebook or smartphone), 3 (draw a mind map)
and 5 (draw pictures). Speakers 4 and 6 do not mention
recording or capturing ideas.

4c put students in pairs. Refer them to the words and phrases
on the sticky notes to the left of the exercise.

Possible answers

1 Brainstorm - write lists - as many ideas as possible;
quality not quantity is the key

2 Use a notebook/smartphone to record thoughts and
ideas

3 Mind mapping - start with a word or phrase, then
connect ideas related to each other

4 Roleplay - use different viewpoints - take on a different
role or personality

5 Visualisation - draw pictures or diagrams to summarise
ideas and record creativity

6 Devil'sadvocate - take opposite view to others’ ideas -
question everything; risk of making people upset or

angry
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Functional language: Discussing and
presenting ideas

Students look at useful phrases for sharing and talking about
ideas.

5A Ask students to do the exercise individually, referring to
audioscript 7.05 on page 150 if necessary. Check answers with
the class.

1b 2f 3d 4e 5h 6g 7a 8i 9j 10c

5B Students could do this exercise individually and then
compare answers in pairs before checking with the class.

Introducing the idea: 1, 3,7, 10
Adding a comment or explanation: 2,4, 5, 6, 8,9

5¢ Refer students to the audioscript on page 150. Explain that
they are looking for phrases that are used when an idea is first
mentioned and phrases that are used to add a comment or
explanation.

Introducing the idea
We think that the big problem is ...
We like the ...

Adding a comment or explanation
But then we need to ...

So everyone takes on ...

For example, ...

Sonotjust..., but...

Basically every time ...

Theriskis that ..., but ...

It helps ...

6 Get students to do this exercise in pairs. Explain that for each
of the four statements, they should add several of their own
comments. Remind them to use as much of the language from
Exercise 5 as possible, and not to use one or two phrases over
and over again. Get feedback by asking a few pairs to share
their answers with the class.

Extra activities 7.4

A Get students to do the exercise in pairs. Go through the
two example problems and point out that neither is very
serious. The point of this exercise is to use the language

in Exercise 5A rather than to discuss a serious problem.
Encourage weaker students to discuss one of the two
example problems and not to worry about coming up with
their own idea.

B Students continue in their pairs. Point out that they
only need to complete one of the phrases initem 1, but
that they should try to use several of the phrases in item 2.

C Each pair now joins another pair to present their
problem and solutions.

Pronunciation bank
p-117: Introducing a topic

Warm-up

Write Introducing a topic on the board. Ask
students to imagine that they are introducing
the topic of a meeting. Ask how they would

do that, and accept any reasonable answers.
(Possible answers: Today, we're going to talk
about ..., Id like to discuss ..., Let’s talk about ...)
Refer students to the explanation in the box.

1 #>r7.03 Getstudents to listen and repeat. Point
out the pause after the introductory phrase, before
something is said about the topic.

2 Get students to do the exercise in pairs. Walk round
and monitor to check that students are using the
correct stress.

3 #>P7.04 Play the recording for students to listen
and repeat.

Task

Students discuss ideas to solve a problem.

7A Go through the five problems with the class and ask them
to hold up their hand if they have that problem. Ask if anyone
has any other common problems to add to the list.

Give students time to choose a topic.

78 put students in small groups. Refer them to the list of
techniques in Exercise 4B and get them to choose two or to use
other techniques that they may know. Additional ideas might
include gap filling (saying where you are and where you would
like to be, thenfilling in what you need to do to reach your
goal), SWOT analysis (thinking about your situation or problem
in terms of strengths, weaknesses, opportunities and threats)
or brainwriting (everyone writes an idea on a card which is
then shared randomly with other participants; ideas can be
discussed without anyone knowing whose idea it is).

7¢C Give students 4-5 minutes to do the exercise. During the
activity, monitor and help as necessary. Remind them to make
sure they capture their ideas so they can remember them for
the next step.

7D Ask groups to present their ideas to the class. Remind them
to use phrases from Exercise 5. Monitor and make notes during
the presentation.

7k Get feedback by asking students to share with the class
what they think went well and what could be improved. Find
out if there was an idea generation technique that most of the
class used and liked or if everyone used different techniques.
Then highlight any points you noted while monitoring.

MyEnglishLab: Teacher’s resources: extra activities;
Functional language bank

Pronunciation bank: p.117 Introducing a topic
Workbook: p.37 Exercise 2




7.5 > Writing

External ‘thank you’ email

GSE learning objectives

» Canwrite an email that clearly conveys information

 Canuse some and any as quantifiers in negative
statements and questions with mass and count nouns.

« Canuseall of, none of and most of to describe subsets
and proportions of groups of people and things.

Warm-up

Write the following questions on the board: Have you ever
written or read a ‘thank you’ email or letter? What do you
think an effective ‘thank you’ email should include? Get
students to discuss the questions in pairs or groups first, and
then as a class. You could come back to the second question
at the end of the lesson, asking students to say what they
have learnt about ‘thank you’ emails and how they would
answer this question having completed today’s lesson.

Lead-in
Students read and complete a ‘thank you’ email.

1A Before students do the exercise, ask a few questions

to focus their attention on it. Who wrote the email? (Franz
Benheim) Who is he thanking? (Glen and his staff) What is

he thanking them for? (organising a trade conference) What
did they have problems with? (the catering facilities - the
food preparation and service) Get students to do the exercise
individually. Do not check answers yet.

1B Put students in pairs to compare answers before checking
with the class.

1 provided 2 event 3 express 4 handled
5 responded 6 deal 7 recommended 8 near

Functional language

Students look at the organisation of and some useful phrases
for a ‘thank you’ email.

2 Students could do this individually or in pairs, using their
dictionaries if necessary. Check answers with the class and
clarify any vocabulary. Write Greeting on the board and ask:
Which part of the email is the greeting? (Dear Glen)

1 writing 2 much 3 take 4 appreciated 5 wanted
6 smoothly 7 sorted 8 helpful 9 replaced
10 definitely 11 recommended 12 once

Extra activities 7.5

A This exercise practises useful phrases for ‘thank you’
emails. Itis a consolidation exercise, so it would be better for
students to do it individually. Check answers with the class.

1f 2i 3d 4c 5a 6h 7j 8e 9b 10g

Teacher’s notes p|

Optional grammar work

The emailin Exercise 1 contains examples of some (of), any,
all (of) and none (of), so you could use it for some optional
grammar work. Refer students to the Grammar reference
on page 124 and use the exercises in MyEnglishLab for
extra grammar practice.

Task

Students assess a ‘thank you’ email and then write their
own.

3A Put students in pairs. Refer them to page 132 and give
them time to read the email and discuss how it could be
improved. As feedback, elicit and discuss students’ suggestions.

Model answer

We would like to take this opportunity to thank you for
getting the extra supplies to us earlier than you had
originally promised. Your help meant that we were able
to fulfil our customer’s order on time and they were
extremely happy with our service.

I would therefore like to thank you once again for all your
help and look forward to extending our contract with you
in the future.

3B Students write their own ‘thank you’ email based on

the notes on page 132. Remind them to use the functional
language from Exercise 2 and point out the word limit. Monitor
and help students as necessary.

Model answer

I am writing to thank your company for the excellent
service we received when some of the computers we had
bought from you did not work properly.

We contacted your help deskimmediately and the person

I spoke to was very friendly and obviously knew a lot
about the product. He apologised for the problems we
were having and suggested that he could exchange the
computers or send out an engineer to solve the problems.
We decided that it would be better to have new computers
and they arrived the next morning.

One week later we received a phone call from your
customer service department asking us if everything was
now OK. We were happy to report that there were no more
problems.

I would like to thank you once again for your prompt and

excellent service and we will certainly use your company
again.

3C Put students in pairs. Give them a couple of minutes to read
each other’s emails. Then have them answer the questions and
suggest ways in which they could improve them.

MyEnglishLab: Teacher’s resources: extra activities; Interactive
grammar practice; Writing bank

Grammar reference: p.124 some (of), any, all (of), most (of), no,
none (of)

Workbook: p.38 Exercises 1 and 2
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Business workshop >7
Red Cushion Furniture

GSE learning objectives

 Canscanshort texts to locate specific information.

« Canconvey simple relevantinformation emphasising
the mostimportant point.

- Cancontribute to a group discussion if the discussion is
conducted slowly and clearly.

Background

Students read about a Mexico-based furniture maker that is
dealing with some customer service issues.

1 Putstudents in pairs and ask them to read the background
and discuss the questions. Check answers with the class.

1 It was founded by Alejandro Roja in his workshop at
home.

2 It produces modern, stylish domestic and commercial
furniture made from sustainable woods.

3 when the company expanded into Europe

4 not enough wood / raw materials, late orders,
production line stopped due to equipment breakdowns,
key staff have left / are leaving, customer services
unable to deal with increased complaints

5 Students’ own answers

Did customer services get it right?
Students read and discuss four customer service case studies.

2A Divide the class into two groups. Explain that each group
is going to read two short case histories of customer service
situations. Refer Group B to page 137. Give them 4-6 minutes
to read the case histories and answer the questions.

Possible answers

Case history A - poorly; Reasons: staff not properly
trained, front desk manager did not listen to the customer,
manager did not have authority to make decisions = too
much control from top

Case history B - well; Reason: staff listened to the customer
and did whatever they could to help - well-trained staff,
allowed to make decisions

Case history C - well; Reason: Executive Chef solved the
problem creatively and helped the young family

Case history D - poorly; Reason: restaurant delivered poor
service but blamed the customers, criticising them publicly

2B Put students in pairs, each with someone who read the
other two case studies. Encourage them to explain the case
study from memory, looking at the texts only if absolutely
necessary.

2C Put students in small groups to discuss ways to improve
each situation. During the activity, monitor and help as
necessary. After 8-10 minutes, get groups to share some ideas
with the class.

Extra activities Business workshop 7

A This activity provides students with extra reading
practice for Case histories A and B. Students can either
do just the two texts that they studied more closely or
all four (see extra activity B below). During the activity,
monitor and help as necessary. Get students to check
answers in pairs.

1 disturb 2 cleaner 3 nothing 4 General
5 connecting 6 asked 7 arrived 8 held

B This activity provides students with extra reading
practice for Case histories C and D. Students can either
do just the two texts that they studied more closely or
all four (see Extra activity A above). During the activity,
monitor and help as necessary. Get students to check
answers in pairs.

1 allergies 2 family 3 products/food
4 mother-in-law 5 anniversary 6 restaurant
7 negative 8 laugh

Dealing with angry customers

Students read and discuss emails of complaint from
customers, listen to a customer services expert explain how
to deal with angry customers, and respond to a customer
complaint.

3A Refer students to the emails on page 135. Explain that
these are complaints emailed to Red Cushion Furniture. Point
out that students are to write notes, not full sentences. Get
them to do this exercise individually.

Email 1

1 chairs were delivered which were not ordered and
company hasn’t collected them even though they said
they would; now received an invoice for the unordered
goods

2 customer services promises every day to collect but does
nothing

3 wants the company to collect the chairs (doesn’t say in
email, but must also want the invoice cancelled)

Email 2

1 invoiced for order not completed

2 hasn'tyet replied to customer’s email sent last week
3 to complete the order or they will not pay

3B Put students in small groups to discuss their answers to
Exercise 3A. Then give them a few minutes to decide on the
best course of action for both situations. When they have
finished, invite a few groups to share their ideas with the class.




4p > BW7.01 Getstudents to read the sentences so
they know what information they are listening for. Play the
recording for students to complete the exercise individually.
Check answers in pairs.

1 Act 2 facts 3 contact 4 priority 5 asolution
6 loyal 7 customer-facing 8 training 9 respect
10 records

4B Putstudentsin pairs and get them to allocate roles. Tell
them that the customer should explain the problem and the
manager should respond, trying to follow the advice in
Exercise 4A. Monitor and note down any points to highlight
during feedback.

Task: Turn failure into success

Students come up with solutions for dealing with customer
complaints.

5A Put students in small groups. Go through the instructions
with them and refer them to the three complaints on page
136. Give them sufficient time to read the complaints. Point
out that the complaints were made using three different types
of communication: email, social media and text message. Ask
students if they think any of the methods are more likely than
the others to get a response. Ask if they think all three methods
are appropriate. Answer any questions they may have. During
the activity, monitor and help as necessary.

5B Do the exercise, with a time limit of 3-4 minutes per
group. Monitor and note down any points to highlight during
feedback.

5¢ Ifthereis no time to do this in class, it would make a good
homework assignment. Tell students that they could use some
of the ideas from Exercise 4A.

Teacher’s notes p|

Model answer

Information sheet for Customer Service staff

Itis important that we deal with all problems in the same
way. Therefore, we have prepared this information sheet to
remind you of the key points of good customer service.

You must remember to:

act quickly (social media posts should be dealt with first
as they can spread the fastest).

treat each complaint as a priority.

let the customer know that you care about them and
understand how they feel.

apologise for the customer being unhappy but don’t
admit liability until you have investigated.

respond to all emails and posts immediately, saying you
are looking into the complaint.

investigate the facts and get back to the customer as
quickly as possible with a solution.

offer more than they expect if possible.

keep the customer informed of progress if it takes
longer than you expected.

make sure you reassure other customers after negative
social media posts by giving details of how you resolved
the complaint.

keep accurate records of the complaint and the steps
taken to resolve the situation.

contact the customer a few days / a week later to check
that everything was resolved to their satisfaction.

At the same time, you need to remember not to:

getangry or argue with a customer.

tell the customer their problem isn’t important.
offer something you cannot deliver / make promises
you cannot keep.

take too long getting back to a customer.

MyEnglishLab: Teacher’s resources: extra activities

Review € 7

1

N

1 premium 2 priority 3 body 4 personal

5 satisfactory 6 demanding 7 apologetic

8 handling

1 about 2 with 3 to 4 about

1 waiting 2 towaste 3 making 4 to pay

5 signing 6 torefund 7 totell 8 tofind

9 ringing 10 to help

1 wanted to make sure 2 filled me 3 correctabout
4 havetosay 5 Letmespeakto 6 confidentwe’ll
1 should 2 suggest 3 Basically 4 come

5 What

1 writing 2 for 3 take 4 helpful 5 sorted

6 once 7 in
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CLASSWORK

Students discuss different types of communication.

Students watch a video about how a company improved
communication in the office.

Students look at vocabulary related to ways of
communicating in the digital world.

Students do a survey to find out about different methods of
communication.

Students talk about two different ways of organising offices.

Students read and discuss an article about effective workplace
communication.

Students learn how to talk about possible future outcomes.
Students talk about communication problems and solutions.

Students discuss negotiation and some important
considerations when closing a deal.

Students watch a video about the importance of closing a deal
by creating a win-win situation.

Students reflect on the conclusions from the video and discuss
their own negotiating skills.

Students look at phrases they can use to finalise negotiations
and come to an agreement.

Students roleplay a scenario where they try to close a deal.

Students discuss the relative importance of issues that need to
be dealt with.

Students listen to a consultant talking about setting priorities.

Students look at useful phrases for talking about what’s
important and urgent.

Students discuss and set priorities.

Students read and complete a short business report.

Students look at the organisation of and some useful phrases
for a short business report.

Students assess a short business report and then write
their own.

Students listen to two colleagues talking about communication
problems.

Students read email exchanges about a problem.

Students discuss and write about ways to improve
cross-cultural communication.

FURTHER WORK

MyEnglishLab: Teacher’s resources
extra activities; Reading bank

Teacher’s book: Resource bank
Photocopiable 8.1 p.146

Workbook: p.39 Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities

Grammar reference: p.125 First and
second conditional

Pronunciation bank: p.117
Conditional sentences

Teacher’s book: Resource bank
Photocopiable 8.2 p.147

Workbook: p.40 Exercises 1-3,
p.41 Exercises 1-3

MyEnglishLab: Teacher’s resources:
extra activities; Interactive video
activities; Functional language bank

Workbook: p.42 Exercise 1

MyEnglishLab: Teacher’s resources:
extra activities; Functional language
bank

Workbook: p.42 Exercise 2

MyEnglishLab: Teacher’s resources:
extra activities; Interactive grammar
practice; Writing bank

Grammar reference: p.125 Past
Perfect Simple

Pronunciation bank: p.117
Contractions in speech

Workbook: p.43 Exercises 1 and 2

MyEnglishLab: Teacher’s resources:
extra activities




Business brief

Communication and
your students

Teacher’s notes p|

This unit looks at communication - the process by which people exchange information or
express their thoughts and feelings. In business, communication occurs on many levels in
a huge variety of contexts.

Office communication includes meetings, email, text messages, letters, reports, company
newsletters, social media, formal and informal conversations with colleagues and so

on. These days, one of the biggest challenges of communication in the workplace is
information overload. Communication is so quick and convenient that often people send
several emails, each about a single topic, copied to a large group of people. The result is
that people spend a lot of time opening and reading emails that may not be relevant. Also,
because of the convenience of smartphones and tablets, a lot of workers look at email

in the evenings or at weekends. This is especially true in international companies with
workers in different time zones, where the normal workday in one region is the evening
ornightin another.

Office organisation plays an important role in communication. Some view the open-plan
office as a great way to encourage the easy flow of communication, while others consider
itimpossibly distracting, preferring private offices instead. In any case, experts agree

that informal conversations in the workplace are as important as formal meetings for
generating ideas and moving work forward.

The ability to discuss and set priorities is more important now than ever, given the speed
and volume of communication that workers must deal with. The key to setting priorities is
knowing the difference between what is urgent - needing to be dealt with immediately -
and what is important - having a big effect, but not necessarily needing attention right now.

Negotiation - official discussions between the representatives of opposing groups

who are trying to reach an agreement, especially in business or politics - is a type of
communication that can be hugely important. In business, closing a deal - the situation
where two sides agree to work together, often as buyer and seller - is at the heart of
keeping the business going. The ideal outcome of a negotiation is a win-win situation,
where both sides feel they have benefited. This is far better for a healthy long-term
business relationship than a win-lose situation, where one side feels that they have
been taken advantage of.

In business today, English is a global lingua franca - a language used between people
whose main languages are different. However, the fact that everyone is speaking the
same language in a business situation does not mean that it is always easy for them to
understand one another. Intercultural communication, where people from different
countries work together, is challenging because people often have assumptions about
ways of working that they aren’t even aware of. In some cultures, it is considered good
practice to start talking business as soon as you meet someone from another company,
whereas in other cultures, it is important to get to know someone before you start talking
about work.

Psychologist Paul Watzlawick said, ‘You cannot not communicate.’ This means that no
matter what we do or say, we are sending some kind of message. In business, sending the
message you intend to send and correctly understanding the messages you receive are
hugely important.

Virtually all of us communicate all day, every day. In fact, in the age of information, the
challenge is not so much how to communicate, but how to deal with the huge volume of
communication that we are faced with each day. Both students and people in work need to
develop skills in this area. Globally, about seventy-five percent of communication in English
does not include a first-language user of English, which means that a great deal of English
communication, both in the workplace and in education, is intercultural. Students in all
walks of life will benefit from developing communication skills needed in an English-as-a-
lingua-franca environment.
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Unit lead-in
Ask students to look at the photo and unit title. Explain or

elicit that the actor in the image is a mime artist and ask what

is special about this type of actor (They do not speak - they

communicate entirely by using body language.). Ask students

to read the quote and to give examples of communication that
does not depend on words (facial expressions, hand gestures,
body language - how close we stand to others, how we move,
etc.). Ask if anyone has an idea about what the actor in the photo
is communicating (She is probably saying, ‘I don’t know,” but she

might also be saying, ‘Here you are,” or maybe ‘Here | am.’).

8.1 > Face to face?

GSE learning objectives

« Canfollow the main pointsin TV programmes on

familiar topics if delivered in clear and standard speech.

« Cangive orseek personal views and opinions in
discussing topics of interest.
« (Canasksimple questions in a face-to-face survey.

 Cananswersimple questions in a face-to-face survey.

Warm-up

Write communication on the board. Ask: Every day, how
many types of communication do you use? Elicit answers

(e.g. speaking in person, texting, emailing, writing a letter,

looking at people - non-verbal communication, speaking

on the phone). Say: Today we're going to talk about
communication.

Lead-in

Students discuss different types of communication.

Video

Students watch a video about how a company improved
communication in the office.

2A Explain to students that they are going to watch a video
about communication in the office - especially email. Teach or
elicit the meaning of tearing up the rulebook (doing things in

a completely new way), after hours (not during the usual work
day), dependence (when you need something in order to exist
or be successful) and productivity (the amount of work people
are able to complete in a certain period of time). Give them a
minute to read and answer the two questions, then ask them to
compare answers in pairs before checking with the class.

Notes

Procure Plus is a not-for-profit company that works
in the government-funded housing sector, helping

to locate goods and services for the repair and
maintenance of government-funded housing and for
new-build social housing.

Professor Sir Cary Cooper is a Professor of
Organisational Psychology and Health at Manchester
Business School in England and also a visiting professor
at Lancaster University Management School. He has
written more than 160 books about occupational
stress, organisational psychology and women in the
workplace.

Possible answers

1 talking face-to-face, texting, emailing, social media,
telephone, online video chat

2 people not communicating clearly or communicating
enough, communication taking too much time,
problems with people speaking different languages

28 B 811 Pplay the video. Check answers with the class.

1A Teach or elicit the meaning of time-waster (something that
you spend a lot of time doing that does not help you in any
way), interruption (when someone is stopped from continuing
what they are saying or doing by suddenly speaking to them,
making a noise, etc.) and manageable (easy to control or

deal with). Get students to do the exercise individually, then

dependence on email; too many emails, and having to use
time outside of work to catch up; this over-dependence
can reduce productivity

compare answers in pairs.

1B Give students time to read the example sentences. With

weaker classes, complete the first example as a class (see

Possible answers below). Students do the exercise in pairs.

During the activity, monitor and help as necessary.

Possible answers

I use text messages with my friends to make plans. We
usually text the time and place we're going to meet, and
text to say exactly where we are.

I use email a lot for work. Every day, | have to write about
thirty emails to clients, and | receive a similar number.

I usually carry my phone with me, but | dont use it too
much. I'd rather talk to people face-to-face. I think too
many people spend too much time on their phone, and
| dont want to be like that.

3 B 811 Givestudentsaminute to read the notes. Then
play the video again. Get them to compare answers in pairs
before checking with the class. Ask if anyone understood any
details in the video other than the ones they have already
noted down - for example, that Cary Cooper is a psychologist
from Lancaster University or that the workers are now servants
to technology rather than its masters.

1 email

2 work outside the office, send internal emails for a week

3 face-to-face

4 abit bored, worried, but then relaxed and happy

5 work and life - the need for technology and working
more humanely with people

6 good - abuzzandahum




4 Q811 Givestudentsaminute to read the sentences. With
stronger classes, you could ask them to try to do the exercise
before watching, then watch and check or complete their
answers. Play the video, then check answers with the class.

1 F-He’s concerned that they spend too much time
working after hours.

2T

3 F-Hebansinternal email.

4 F - He says that the two need to be balanced so we can
be healthy.

5 F-They didnt work after hours.

6T

7T

5 Put students in small groups to discuss the questions. During
the activity, monitor and help as necessary.

Extra activities 8.1

A D811 Askstudents to do this individually, then play
the video for them to check their answers. Check answers
with the class. Point out that the words in bold will be
defined in the next exercise

1P 2C 3P 4P 5P 6P 7C 8M

B Askstudents to do this individually, then check answers
in pairs. Get stronger students to try to define the words
first, then do the matching.

1d 2g 3a 4e 5b 6h 7f 8¢

Vocabulary: Digital communication

Students look at vocabulary related to ways of
communicating in the digital world.

6 Explain that the words are from the video. Students could
do this individually or in pairs, using their dictionaries to help
them - the second option may be easier for weaker classes.

1 check 2 reply 3 catch 4 overloaded 5 internal
6 Technology 7 servant 8 master

7 Get students to do the exercise individually, then check
answers in pairs before asking and answering the questions.

1 reply 2 check 3 master 4 catch 5 overloaded

Teachers notes p|

Extra activities 8.1

C This activity practises key vocabulary from the lesson
and looks at the relationship between verbs and nouns.
Get students to do the exercise individually, then check
answers in pairs.

2 communication 3 dependence 4 produce
5 performance 6 organisation 7 benefit

D Ask students to do the exercise individually and then
get them to compare answers in pairs before checking
with the class. With weaker classes, you could help
students by providing the last letter of each missing word.

1 dependence 2 transformation 3 benefit
4 organisation 5 perform 6 communicate
7 productivity

Project: Communication survey

Students do a survey to find out about different methods of
communication.

8A Get students to make their notes individually. During the
activity, monitor and help as necessary. Do not get them to
share answers yet, as they will use the information they have
made notes about to complete the next steps in the activity.

8B Putstudents in pairs or small groups. Write wh- questions
on the board and elicit the words that wh- refers to (who,

what, when, where, why, how). Refer students to the example
questions and get them to write more of their own. With
weaker groups, who may need more support, get them to write
some questions on the board for everyone to refer to. During
the activity, monitor and help as necessary.

8¢ Ask students to get up and move around the room while
asking questions. Allow 4-6 minutes to complete the activity.
During the activity, monitor and help as necessary and listen
out for any areas where they may need improvement. You can
share this with them in the feedback part of Exercise 8D.

8D Students present their ideas to other groups or to the class.
Allow 2-3 minutes for each presentation. During the activity,
monitor and help as necessary. Then give feedback on the
entire project: suggest areas for improvement and highlight
any errors that made communication difficult.

MyEnglishLab: Teacher’s resources: extra activities; Reading bank
Teacher’s book: Resource bank Photocopiable 8.1 p.146
Workbook: p.39 Exercises 1-3
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8.2 > How to communicate

GSE learning objectives

 Canscanshort texts to locate specificinformation.

« Candescribe hypothetical (counterfactual) results
of a currentaction or situation using the second
conditional.

+ Candescribe possible future outcomes of a present
action or situation using the first conditional.

« Canexpressopinions as regards possible solutions,
giving brief reasons and explanations.

Warm-up

Write the following on the board: You cannot not
communicate. (a quotation from Paul Watzlawick,

a psychologist) Ask: What do you think this means? Accept
any reasonable answers. It means that no matter what
we are doing, even if we are silent, we are communicating
something. Everything we do sends some kind of
message. Even when you try not to communicate, you

are communicating the message that you do not want to
communicate.

Lead-in
Students talk about two different ways of organising offices.

1 Refer students to the question. Make sure that everyone,
especially pre-work students, understands the difference
between a private office (a room where someone works alone
and can close the door) and an open-plan office (a large area
with a lot of workers and no walls dividing it into separate
rooms). Pre-work students can think about the two situations,
even if they have not experienced them, as they will already
understand the concept of public and private spaces. Students
answer the question individually, then compare answers in
pairs. As a round-up to students’ discussions, ask them to share
their experiences of workplaces. If you want to extend the
exercise, ask: Which type of office do you think encourages
better communication? (Opinions vary about this. The person
in a private office can more easily make and concentrate

on a phone call, but the people in an open-plan office can
communicate more easily with the people sitting around
them.)

Private office: It's easier to concentrate. You can make
phone calls in private. You can have meetings with another
person privately. There is no opportunity to socialise.
Open-plan office: People will share ideas more. Small talk
is easier. There are more distractions.

2 Put students in pairs or small groups. During the activity,
monitor and help as necessary. Then get a few groups to share
their ideas with the class.

Reading

Students read and discuss an article about effective
workplace communication.

3 Teach or elicit the meaning of skim (to read something
quickly to find the main facts or ideas in it). Suggest that to
skim this text, students read the introductory paragraph and
the first and last sentences of the three main paragraphs in the
article. Get students to do the exercise individually, then check
answers in pairs. Then check answers with the class.

1b 23 3d

4 Goround the class and assign each student two or three
questions to find the answer to: questions 1 and 2; 3 and 4;
5-7.Then have them read the text to find the answer to their
questions. Finally, get them into groups of three to share
answers to all seven questions.

1 You lose the ability to work well in teams and also
put the success of projects at risk. (He says ‘lack of
communication and team work can make projects fail.)

2 Water-cooler chat/ informal office conversation. Scott
Bedbury said that ‘the really useful conversations
between colleagues generally took place at the vending
machine, in the cafeteria or in the gardens outside the
office’.

3 Building relationships. According to the article, ‘Bedbury
says that a company’s internal communication needs
to be both formal and informal to help build the
relationships necessary for success’.

4 Noise. The reason for this is that it makes it difficult for
workers to concentrate.

5 A combination of public and private space - she says
that companies should provide a choice, which would
cause an increase in productivity and happiness.

6 Email. In China, social media is far more commonly used.

7 24/7 communication means you are always at work, and
it may seem rude not to reply to a message.

Extra activities 8.2

A Students could do this exercise individually and then
compare answers in pairs, using their dictionaries if
necessary.

1 engaged 2 jeopardise 3 24/7 4 background
5 downside 6 open-plan 7 swapped

5 Get students to do the exercise in pairs. During the activity,
monitor and help as necessary. Ask a few pairs to share their
answers with the class. To extend the exercise, ask: Where do
you go when you want to work on something - to concentrate
rather than communicate? Discuss answers. Ask: When you're in
a situation where you'd rather focus on your work, but people
keep talking to you, what do you usually do? Stop working? Go
somewhere else? Some other solution? Discuss.




Grammar: First and second conditional

Students learn how to talk about possible future outcomes.

6 0On the board, write conditionals and ask students what
words are typically used in a conditional sentence (if, when,
then - though then is often left out). Ask for a simple example
(e.g.Ifit rains, I'll wear my raincoat.). Point out that the
sentences in this exercise are from the reading. Get students
to do the exercise individually and then to compare answers in
pairs before checking with the class.

1 a PresentSimple b future c likely
2 a PastSimple b No, itisn’t - it's referring to the future.
c less probable

7 Get students to do the exercise individually and then
compare answers in pairs before checking with the class. Refer
students to the Grammar reference on page 125 and clarify any
points as necessary.

1 willbe 2 won’thave 3 willspend 4 would have
5 talked 6 wouldbe 7 wouldfeel 8 turned

Extra activities 8.2

B Students could do this exercise individually and then
compare answers in pairs. Point out that some of the
sentences could be first or second conditional, depending
on whether they see the event as probable or unlikely.

1 If they had ten employees instead of 100, an open-
plan office would work better.

2 It will be quieter if we have tomorrow’s meeting in
the conference room.
It would be quieter if we had tomorrow’s meeting
in the conference room.

3 If you call me on my mobile at one o'clock, IlL
answer right away.

4 |f | were CEQ, I'd move the offices to a bigger
building.

5 We wouldn’t communicate 24/7 if social media
weren't/wasn’t so popular.

6 If he's used to a private office, he’ll find the open-
plan office quite noisy.

7 If she didn’t love her job, she’d quit.

8 We'll cancel tomorrow’s meeting if Greg can'’t
come.

Pronunciation bank
p-117: Conditional sentences

Warm-up

Write the following on the board: /fit’s cold,
wear a coat. Take an umbrella if it’s raining. Get
students to read the sentences aloud and ask:
Which words are stressed? (The stressed words
are most likely cold, coat, umbrella and raining.)
Refer students to the explanation in the box and
drill the example sentences.

Teacher’s notes p|

1 #>P8.01 Putstudentsin pairs to do the exercise.

1 If we give workers private offices, they’ll be
less distracted.

2 |'d stop to chat more often if | wasn’t so busy.
3 If we encourage our employees to chat with
each other, they’ll get to know each other

better.
4 |'d stop using social media at work if | were
you.

2 Get students to do the exercise in pairs. During
the activity, monitor to check that they are using the
correct word stress.

Speaking
Students talk about communication problems and solutions.

8A Getstudents to do the exercise in pairs. Check answers
with the class.

lac 2bd 3fh 4eg

8B Get students to do this in small groups. It might be useful
to have an observer in this exercise, making sure conditionals
are used, and also to assess whether they’re used correctly.

Possible answers

2 If we moved to a building that’s three times bigger, every
employee would have a private office and it would be
easier to make phone calls.

People will be able to make phone calls more easily if we
provide a few small, private rooms for employees to use
when needed.

3 If we create a small break area near the water cooler,
employees will meet there and chat informally.

If we bought the café next to the office building and
turned it into a private break room, employees would
meet there and chat.

4 |f we bought every employee a smartphone and told
them to turn it off outside of work, they would stop
complaining about the constant communication.
Employees will stop complaining about constant
communication if we encourage them not to respond to
work texts and emails outside of office hours.

8C Get students to do this in the same small groups. Monitor
and make note of any points to highlight during class feedback.

MyEnglishLab: Teacher’s resources: extra activities
Grammar reference: p.125 First and second conditional
Pronunciation bank: p.117 Conditional sentences
Teacher’s book: Resource bank Photocopiable 8.2 p.147
Workbook: p.40 Exercises 1-3, p.41 Exercises 1-3
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8.3 > Communication skills
Closing a deal

GSE learning objectives

 (Canextract key details from conversations between
colleagues about familiar topics.

 Cansuggest pros and cons when discussing a topic,
using simple language.

« Canusesimple language to close a deal.

 Cansummarise the position at the end of a negotiation
inasimple way.

Warm-up

Write negotiation on the board and teach or elicit the
meaning (official discussions between the representatives
of opposing groups who are trying to reach an agreement,
especially in business or politics). Say: We all negotiate -
with our friends, our family, our colleagues. Give an
example of negotiation from your own life, e.g. My friends
and | wanted to go to the cinema, but we wanted to see
two different films. We argued a bit, then we decided to
see one film on Saturday night and one film on Sunday
night. Everyone was happy. Ask students to think of
situations when they negotiated with friends, family

or colleagues.

Lead-in

Students discuss negotiation and some important
considerations when closing a deal.

1A Putstudents in pairs. Give them 3-4 minutes to discuss the
two points, then invite different students to share their ideas
with the class.

Possible answer

Summarising is important so that both sides confirm that
they are on the same page and that there have been no
misunderstandings. (Note: A contract is a formal summary
of what has been agreed and is, in effect, the result of

the summary.) Working through the outstanding issues is
important, otherwise there is no agreement and the deal
cannot be closed.

1B Write win-win and win-lose on the board and teach or
elicit the meaning of each (see Notes below). Students discuss
the questions in pairs. Invite a few pairs to share their ideas
with the class.

Notes

Although the dictionary defines win as to be the best or
most successful in a competition, game, election etc.,
and as the opposite of lose, having a winner does not
always mean there is a loser. Businesspeople frequently
say that the ideal outcome of a business negotiation is a
win-win, as described in the instructions. The opposite
of a win-win situation is a win-lose situation - one that
will end well for only one side.

Possible answer

1 Awin-win situation means that both sides get a good
result from the negotiation, and helps to make sure
that the good relationship continues between the two
parties. If the deal is a one-off (e.g. the purchase of a
second-hand car), a win-win is not necessary, although
there is the risk that one party might decide to cancel
the deal rather than close it.

2 Awin-lose situation means that one side will be
dissatisfied. This reduces the chances of a long-term
business relationship continuing.

Video

Students watch a video about the importance of closing
a deal by creating a win-win situation.

2 B 831 Inthefirst sequence, we see Beata, Daniel and
their customer Mateo discussing a possible solution to a
problem they‘re having: Mateo does not want to follow their
recommendations for how to handle and store their product.
Get students to read the questions, then play the video. Get
them to answer in pairs. Then check answers with the class.

1 vyes

2 Daniel is worried that Beata might use very technical
language.

3 They talk about the weather and have a laugh together.
This will help the discussion because they already know
and trust each other.

4 He first wants to summarise what has been agreed,
to make sure that he and Mateo have the same
understanding of the situation, and then he wants to
discuss outstanding issues.

3A Explain the idea of Daniel and Beata having two options

in their conversation with Mateo and go through the details of
Options A and B with the class. Make it clear to students that
they can choose which option they want to see first on the
video. Put students in small groups and ask them to discuss the
two options, giving reasons for their answers. Elicit ideas from
a few groups and as a class, decide which video to watch first.

36 Hs32 E833 Givestudentsaminutetoread the
questions for Option A or Option B, depending on their choice,
and help them with any unknown words. Play the video and then
check answers with the class. Do the same for the second video.

Option A
1 2
sensor

insulation

[ power supply

2 Daniel: Mateo does not have to pay extra for the
portable units, but only for the power supply. Beata:
Portable refrigerators are supplied with the Diabsensors.

Option B

1 Students’ own answers

2 Daniel: Mateo does not have to pay extra for the
portable units, but only for the power supply. Mateo can
reuse the refrigeration units once the Diabsensors have
been used. This is a ‘great deal’ for Mateo.

Beata: Portable refrigerators are supplied with the
Diabsensors. The diabetes teams will be very happy.




4 Ask students to discuss the questions in pairs and then have
awhole-class round-up.

The key lessons learnt should include (a) the importance of
summarising what has been agreed and what still needs to
be discussed, and (b) two possible approaches which can
be used to ‘sell’ an idea or solution.

5 B 834 Explain that students are going to watch the last
section of the video, with conclusions on and tips for closing a
deal. Play the video, twice if necessary. Check answers with the
class, then get students to discuss the tips given in the video.
This could be a class discussion or you may prefer students to
discuss in pairs / small groups first.

Possible answers

It's always good to summarise what has been agreed
and what hasn’t. The video showed two common ways
of selling an idea: focusing on a technical solution and
emphasising benefits rather than technical details. Both
styles can be effective.

Reflection

Students reflect on the conclusions from the video and
discuss their own negotiating skills.

6 The main aim of these questions is to help students reflect
on their own natural style: how would they negotiate and close
a deal? Put them in pairs and give them 4-6 minutes to discuss
the questions, then broaden this into a class discussion.

Functional language: Closing a deal

Students look at phrases they can use to finalise negotiations
and come to an agreement.

7A Explain to students that phrases 1-6 are useful when they
are negotiating to close a deal. Get them to do the exercise
individually, then check answers in pairs.

1 sums 2 agreed 3 leaves 4 sum 5 mean 6 return

7B Make sure that students understand summarising (making
ashort statement giving only the main information and not
the details of a plan, event, report, etc.), clarifying (making sure
you have understood something correctly) and referring to
outstanding issues (mentioning or speaking about matters that
are not yet decided). Get them to do the exercise individually,
then check answers with the whole class.

al2 b45 c3,6

7c¢ Do this as a quick whole-class activity.

l1a 2c 3b 4c 5c¢b 6a

Teacher’s notes p|

8 Get students to do the exercise individually, then check
answers in pairs. Ask them to practise the conversation. After
they have practised it once, encourage them to do it again, but
saying it from memory rather than reading it. If they forget
what they need to say, they should stop speaking, look at

the book and read silently, then look up again and continue
speaking.

1 Aslunderstandit 2 That leaves
3 Sowhatyoumeanis 4 Ifyouagree 5 tosumup

Extra activities 8.3

A This exercise gives students more practice of the
language of closing a deal. Get them to do it individually
and then compare answers in pairs before checking with
the class.

le 2d 3c 4f 5g 6a 7b

Task

Students roleplay a scenario where they try to close a deal.

9A Get students to read about the three items. Teach or elicit
the meaning of kayak (a type of light boat, usually for one
person, that is moved using a paddle) and worn (a worn object
is old and damaged, especially because it has been used a lot).
Ask each pair to choose an item to negotiate the sale of.

9B Students read the seven steps. During the activity, monitor
and help as necessary. Set a time limit of 4-5 minutes for the
roleplay.

9C When students have finished their roleplays, allow time
for peer assessment. Monitor and make a note of any points to
highlight during class feedback.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive video activities; Functional language bank

Workbook: p.42 Exercise 1

8.4 > Business skills

Talking about priorities

GSE learning objectives

« Canfollow the main points of short talks on familiar
topicsif delivered in clear standard speech.

» Canuselanguage to talk about priorities.

+ Cancontribute to a group discussion if the discussion is
conducted slowly and clearly.

Warm-up

Write priorities on the board. Say (e.g.): My priorities for
today are to teach this class, have lunch and prepare

for the next class. I'd like to go for a walk, but | may not
have time. Ask: What are your priorities today? Get a few
students to answer.
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Lead-in
Students discuss the relative importance of issues that need
to be dealt with.

1 Teach or elicit the meaning of urgent (very important and
needing to be dealt with immediately). Get students to do the
exercise individually, then compare answers in pairs.

2 Write staying healthy on the board and ask: What are the
tasks you need to do to stay healthy? Elicit a few answers (e.g.
eat well, exercise, stop smoking). Put students in pairs to do the
exercise.

Listening

Students listen to a consultant talking about setting
priorities.

3A %801 Askstudents to read the questions so they know
what they are listening for. Play the recording and get them to
complete the matrix individually, then check answers in pairs.

1 Make a list of the tasks. Compare the tasks and decide
which are important and which are urgent.

2 Important tasks have to be done because they matter to
your business; urgent tasks have to be done now, even if
they are not important.

3 1 importantand urgent 2 important but not urgent
3 urgent but notimportant 4 notimportant or urgent

3B 42802 Explainthat the speaker talks only about task 1,
task 2 and so on, but not about actual specific tasks. Get students
to do the exercise individually, then check answers in pairs.

1 importantand urgent: 3, 6

2 important but not urgent: 2

3 urgent but not important: 4

4 notimportant orurgent:1,5, 7

3 This activity aims to get students to think about how the
matrix works by using it to prioritise tasks. Put students in pairs
and do the exercise.

Taskl -7 Task2-4 Task3-1 Task4-3 Task5-6
Task6-2 Task7 -5

3D #2803 Getstudents to read the question before
listening. If necessary, teach the meaning of distraction
(something that stops you paying attention to what you are
doing) and discipline (the ability to control your own behaviour,
so that you do what you are expected to do).

Be disciplined and don’t put things off.

Functional language: Talking about
priorities

Students look at useful phrases for talking about what'’s
important and urgent.

4A Ask students to do the exercise individually. With weaker
classes, do the first two or three as a class. Check answers in
pairs.

1 utmost 2 low 3 high 4 really 5 quite
6 extremely

4B Students could do this exercise individually and then
compare answers in pairs before checking with the class.

1g2a3b4f5j6h 7i 8e 9d10c

5 Get students to do this exercise in pairs. During the activity,
monitor and help as necessary. Get feedback by asking a few
pairs to share their answers with the class.

Extra activities 8.4

A Get students to do the exercise individually. Check
answers in pairs.

1 waste 2 one 3 time 4 distraction 5 bottom
6 while 7 things

B Students continue in their pairs, then share their ideas
with another pair.

1 urgent = must be done quickly; important = of
value or significance

2 high priority = must be done as soon as possible;
low priority = not important or urgent

3 to put something on a list = to write it down; to put
something off = to delay doing something

Task

Students discuss and set priorities.
6A Students do the exercise individually.

6B Put students in pairs. Refer them to the matrix in Exercise 3A
and the phrases in Exercise 4. Give them 3-4 minutes to do the
exercise.

6C Putstudents in new pairs and give them another 3-4
minutes. During the activity, monitor and help as necessary.

6D Ask groups to present their ideas to the class. Remind them
to use phrases from Exercise 4. Monitor and make notes during
the presentation. Get feedback by asking students to share with
the class what they think went well and what could be improved.
Did they think the matrix was useful? Or was it too complicated?
Then highlight any points you noted while monitoring.

MyEnglishLab: Teacher’s resources: extra activities;
Functional language bank

Workbook: p.42 Exercise 2




8.5 > Writing

Short report

GSE learning objectives

» Canwriteashortreportonawork-related task or
event.

+ Canuse the Past Perfectin arange of common
situations.

Warm-up

Write report on the board and ask: What is a report? What
does a report contain? If students struggle to answer, ask:
Do we expect to find jokes in a report? Poems? Stories?

Is it a type of email? (A report is a written description of
asituation or event, giving people the information they
need, and in business, an official document that carefully
considers a particular subject.) Ask if anyone has ever
written a report (not necessarily in English) and to say
briefly what it was about. This could include any simple
report written for school or something for work. You might
like to give an example of a report you have written to get
them started. If no one has ever written a report, tell them
that they will write one in this lesson.

Lead-in
Students read and complete a short business report.

1A Before students do the exercise, focus their attention

on the headings in the report. Teach or elicit the meanings
of findings and recommendations (see Notes below). Ask:
What problem is the report about? (communication between
departments) What solution does the report suggest?
(managers monitor and report problems) Get students to do
the exercise individually.

Notes

Short reports usually have three mains sections:
Introduction: A couple of sentences that explain the
main topic of the report, often a problem that needs to
be investigated and solved.

Findings: The information that has been discovered as
a result of study or investigation.

Recommendations: Advice or suggestions about what
to do next.

1 policy 2 reasons 3 issues 4 orders 5 department
6 stock 7 updates 8 technology 9 systems 10 heads

1B Students compare answers in pairs before checking with
the class.

Functional language

Students look at the organisation of and some useful phrases
for a short business report.

2 Students could do this individually or in pairs, using their
dictionaries if necessary. Check answers with the class and
clarify any vocabulary if necessary.

Teacher’s notes )|

1 looks 2 purpose 3 asked 4 aims 5 make 6 key
7 thing 8 found 9 seems 10 recommended
11 should 12 aims 13 might

Extra activities 8.5

A This exercise gives another example of a short business
report. Get students to do it individually, then check
answers with the class.

1 aims 2 reasons 3 recommendations 4 at
5 problems 6 found 7 recommended 8 might

Optional grammar work

The report in Exercise 1 contains examples of the Past
Perfect Simple, so you could use it for some optional
grammar work. Refer students to the Grammar reference
on page 125 and use the exercises in MyEnglishLab for
extra grammar practice.

Pronunciation bank
p.117: Contractions in speech

Warm-up

Write did not on the board. Ask students to

say it. If no one mentions the contraction
didn’t, prompt them to do so by asking: /s there
another way of saying it? Refer students to the
explanation in the box.

1 Teach or elicit the meaning of contraction (a shorter
form of a word or words) and elicit a few examples (do
not - don’t, they have - theyve, we are - we're). Ask:
Are contractions generally more formal or less formal?
(less formal) Explain that reports often contain fewer
contractions than less formal types of writing such

as emails between colleagues. Get students to do the
exercise individually, then check answer in pairs.

1 The sales department hadn’t checked stocks
before accepting the order.

2 Staff won't talk to each other.

3 Stock updates ought to happen automatically,
but they don‘t.

4 The economic situation hasn’t helped.

5 When | contacted the warehouse, they’d
ordered more stock.

6 It's been decided that we should make our
brand more attractive to younger customers.

7 There’ve been a few problems.

8 Problems should be reported immediately, so
that everyone’s aware of them.

2 #>P8.02 Pplay the recording for students to listen
and check. Then play it again for them to listen and
repeat.
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Teacher’s notes

Task

Students assess a short business report and then write their
own.

3A Put students in pairs. Refer them to page 131 and give
them time to read the report and discuss how it could be
improved. As feedback, elicit and discuss students’ suggestions.

Possible answers

1 This report aims to / The boss has asked me to write this
report in order to find out how staff feel ...

2 This report looks at ...

3 One of the key problems is / The first thing | noticed was
that...

4 |t was also found / Another factoris ...

5 Italso seems ...

6 Itis therefore recommended that we tell / My
recommendations are to tell...

7 We should do this / This should be done ...

3B Students write their own report based on the notes on
page 132. Remind them to use the functional language from
Exercise 2, and point out the word limit. Monitor and help
students as necessary.

Model answer

The HR Manager asked me to write this report because too
many staff are leaving the company after only one year.
This report looks at the reasons why staff are leaving and
offers recommendations.

One of the key problems seems to be pay. Employees say
they can earn more money in other companies, so they
leave here and go to our competitors. It was also found
that staff feel that communication within the company

is not very effective and that it is difficult to get the
information they need. Another factor is that there seems
to be too much work for everyone, which means staff are
stressed and often have to work late.

It is therefore recommended that the company reviews
staff salaries to make them more competitive. We
should also look more closely at improving company
communication and train staff to communicate more
effectively. Finally, we should review our staffing levels
and the way in which work is delegated.

3C Putstudents in pairs. Give them a couple of minutes to read
each other’s reports. Then get them to answer the questions
and suggest ways in which they could improve their reports.

MyEnglishLab: Teacher’s resources: extra activities;
Interactive grammar practice; Writing bank

Grammar reference: p.125 Past Perfect Simple
Pronunciation bank: p.117 Contractions in speech
Workbook: p.43 Exercises 1 and 2

Business workshop > 8
Global communication

GSE learning objectives

« Can extract key details from conversations between
colleagues about familiar topics.

« (Canexpress opinions as regards possible solutions,
giving brief reasons and explanations.

» Canwrite an email making a recommendation, given
amodel.

 Canmake simple recommendations on a work-related
situation.

Background

Students read about an aviation navigation equipment
maker that is dealing with some communication issues.

1 putstudents in pairs and ask them to read the background
and discuss the questions. Check answers with the class.

1 They manufacture aviation navigation equipment.

2 English

3 communication problems

4 Students’ own answers

5 Possible answers: ask questions, repeat information
using different words if possible, don’t rush

Identifying communication problems

Students listen to two DaneAv employees talking about
communication issues.

2A B BW801 Getstudents to read the instructions so they
know what they are listening for. Teach or elicit the meaning of
cultural approaches to communication (see Notes below). Play
the recording. Get students to check answers in pairs.

Notes

People in different countries and cultures often have
different ideas about what is normal. In some cultures,
businesspeople feel that their job is to do business,
and so when they meet people from other companies
to talk about business, they immediately start talking
about work. Other cultures, however, feel that it is
important to socialise first and to get to know one
another. When people from two different places with
very different ideas of ‘normal’ get together, they can
often feel confused or upset because they feel the other
person is behaving strangely or rudely.

1b 2d




2B [ BW 801  Askstudents to read the questions so they
know what they’re listening for. Then play the recording again.
Check answers with the whole class. Point out the meaning of
outstanding in this use (extremely good) as opposed to its other
meaning (not yet done, solved or paid).

1 a South African, Vietnamese
b He expected to discuss business.
¢ Thatin Vietnam, people like to get to know each other
before discussing business. Also, they rarely discuss
work at dinner.
2 a weekly
b monthly
c outstanding

2C Put students in small groups to discuss the questions.
During the activity, monitor and help as necessary. After
2-3 minutes, get groups to share some ideas with the class.

Possible answers

1 AVietnamese businessperson would probably expect to
spend some time getting to know people he/she’s doing
business with before talking about business. However,
he/she would probably find that South Africans tend
to talk about business straightaway - over meals,
for example. The Vietnamese businessperson would
probably feel that South Africans are very direct, which
might feel strange and uncomfortable.

2 Students’ own answers

Extra activities Business workshop 8

A B BWB.01 This activity provides students with
revision of the main ideas they have been working on
and with extra listening practice. Get students to do the
exercise individually, then play the recording while they
check answers in pairs.

1 cross-cultural 2 expected 3 confused
4 direct 5 performance 6 pain 7 outstanding
8 communication

3A Refer students to the emails on page 138. Explain that
these are emails between Mr Lau and Frederik, about Frederik’s
upcoming trip to Paris.

The plans for Frederik’s trip are going well. Mr Lau will
be able to supply the new design model by the Saturday
before Frederik’s Monday meeting.

3B Refer students to the emails on page 136. Explain that
they continue the discussion between Frederik and Mr Lau.
Put students in pairs to discuss the questions. When they have
finished, invite a few pairs to share their ideas with the class.

1 There’s a problem with the design model.
2 No he won't, because the design model will arrive just
in time.

Teacher’s notes p|

4a B BW8.02 Tell students that they are going to hear
Frederik’s side of the story. Get them to read the sentences so
they know what information they are listening for. Play the
recording for students to complete the exercise individually.
Check answers in pairs.

1T 2F 3T

4g B w803 Tellstudents that they are now going to hear
Mr Lau’s side of the story. Get them to read the sentences so
they know what information they are listening for. With more
advanced groups, see if they can guess the correct answers,
then listen to check.

1 knew 2 toshow respect
3 his own cultural understanding

4c Get students to do this exercise in small groups.

Possible answers

Frederik feels frustrated with the situation and confused.
He thinks Mr Lau should have sent the design model back
to manufacturing as soon as he realised there was

a problem. He thinks Mr Lau shouldn’t have waited to ask.

Mr Lau feels that the team is working as it should and that
the job will get done just in time.

Both Mr Lau and Frederik have worked hard to make sure
the presentation will go well, and both want the company
to succeed.

Neither is aware of how the other person thinks and feels.

Solving problems
Students analyse a problem and possible solution.

5 Get students to read the email and two questions. Check
answers with the whole class.

Possible answers

The email discusses the problem of communication among
the offices globally. It offers cross-cultural communication
training as a solution.

Extra activities Business workshop 8

B This activity provides students with extra reading
practice. During the activity, monitor and help as
necessary. Get students to check answers in pairs.

la 2c3b 4b 5¢
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D] Teacher’s notes
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Task: Recommend ways to improve
communication

Students write an email suggesting ways to improve
communication.

6A Put students in small groups. Go through the instructions
with them and get them to read the three bullet points.
Explain that these are all possible solutions to cross-cultural
communication issues. Answer any questions they may have.
During the activity, monitor and help as necessary.

6B This exercise could be assigned as homework. Point out
that the email in Exercise 5 is a model and remind students to
use the checklist.

Model answers

To allemployees,

We are aware that recently many of you have felt that
communication among the offices globally has at times been
difficult. We would like to address the issue by gathering key
employees from all offices for a formal meeting to discuss
ways to improve communication. We think this will give
everyone a chance to explain the things that aren’t working,
and to work together to find solutions.

We will be in touch again soon with more information about
the time and location of the meeting.

We will review the situation again after six months.

If you have any questions, please don’t hesitate to getin
touch.

To allemployees,

We are aware that recently many of you have felt that
communication among the offices globally has at times been
difficult. We would like to address the issue by arranging an
informal weekend away for all employees at a beach resort,
so people can get to know one another. We think this will
allow everyone to develop a better understanding of their
co-workers and of the places we all come from.

We will be in touch again soon with more information about
the time and location of the weekend away.

We will review the situation again after six months.

If you have any questions, please don’t hesitate to getin
touch.

To allemployees,

We are aware that recently many of you have felt that
communication among the offices globally has at times
been difficult. We would like to address the issue by offering
employees more opportunities to work in offices outside
their own country for two or three months at a time. We feel
that this will give employees an opportunity to see first-hand
how other parts of the business work.

We will be in touch again soon with more information about
how the programme will work.

We will review the situation again after six months.

If you have any questions, please don’t hesitate to getin
touch.

6C Put students in pairs, making sure that they work with
someone from another group. During the activity, monitor and
help as necessary. As a follow-up, with the class, talk through
the benefits and any possible drawbacks of all of the solutions
that have been discussed. Finally, ask the class to vote on which
of the solutions they think would be the most effective.

MyEnglishLab: Teacher’s resources: extra activities

Review € 8

1 1 overloaded 2 checking 3 master 4 reply 5 catch
2 1 productivity 2 organise 3 performance 4 benefits
5 transformation
3 1 willbe 2 were 3 would think 4 wouldn’t spend
5 willhave 6 does 7 wouldsee 8 had
9 wouldn'tdo 10 will be
4 1 sums 2 leaves 3 understand 4 return 5 sumup
5 1 utmost 2 make 3 priority 4 off 5 schedule
6 1 Thisreportaimsto 2 Itlooksatwhy 3 itwill make
recommendations 4 One of the key problems
5 Itwas found 6 Italsoseemsthat 7 Itis
recommended







Resource bank

Photocopiables

11>

1.2>

21>

3.1>

3.2D>

41>

42>

51>

52>

6.1>

6.2>

71>

72>

8.1>

82>

)
(V]
v v

130

Vocabulary: Transferable skills

Grammar: Advice and suggestions
Vocabulary: Sectors and industries
Grammar: Past Simple and Past Continuous
Vocabulary: Managing projects

Grammar: Comparatives and superlatives

Vocabulary: Global markets: adjective and noun collocations;
word building

Grammar: Present Simple and Past Simple passive

Vocabulary: Technical innovation; Describing innovative
products

Grammar: Present Perfect Simple with just, already and yet
Vocabulary: Health and safety

Grammar: Modal verbs of prohibition, obligation and no obligation
Vocabulary: Customer service

Grammar: Verb + to-infinitive or -ing

Vocabulary: Digital communication

Grammar: First and second conditionals
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Resource bank |

Reading bank

Vodafone starts programme to recruit career-break women 156
India’s motorcycle manufacturers 158
How project management turned into a Scrum 160
Companies adapt to local African markets 162
The funding dilemma for small design firms 164
How to turn cyber attacks to your advantage 166
Customer service start-up aims to take pain out of complaints 168
The best way to recover from a technological bungle 170
Reading bank Answer key 172

Writing bank

Emails 174
Letters 176
Product reviews 178
Instructions and warnings 180
Short reports 182

Functional language bank

1) Conversational skills 184
Telephone skills 185
Meeting skills 186
Presentation skills 189
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12> Transferable skills Photocopiables

132

Student A

Student B

Student A

Student B

1.1 > Vocabulary

1 work in pairs. Look at the list of transferable skills (a-h) and then read your

partner’s profile below. Which of the skills do you think your partner might have?

Choose at least four that you can support with clear reasons. You can also add
ideas of your own.

Qa N T 9

can-do attitude
communication skills
critical thinking
determination

integrity

canset goals

team player

can think outside the box

oOwu = n

Profile

has a degree in business management

worked for two years in customer service; received an award for excellence
switched to a job in project management last year

volunteers at a local citizens’ advice centre

hobbies include kite-surfing and basketball

Profile

2 With your partner, take turns to share your ideas from Exercise 1. Discuss the skills

is just about to graduate as a graphic designer

hasnt started a permanent job yet, but has waited tables at a restaurant for years

loves the arts, and regularly volunteers at a local arts venue
contributes expertise when friends and family have difficulty with technology
enjoys sports and plays on the university football team

you selected for each other and your reasons for choosing them.

3 Read the job advert for your partner. Then identify at least four of the transferable

skills from Exercise 1 required for this job.

HUMAN RESOURCES ASSISTANT

We are looking for someone to join our busy Human Resources department.
The perfect person for this job will be calm and organised. You must have
confidence in your ability to finish tasks quickly and with enthusiasm. You will
need to deal with unexpected problems and be resourceful in finding solutions.
As the files about our workers are private, you must be reliable and very honest.

ARTS FESTIVAL COORDINATOR

Are you someone who thinks in a creative and original way? Can you give very
clear written and spoken information? Are you good at working closely with
others, and working together to get things done? If so, join our team and make
the next arts festival our best one yet. This role is exciting, but sometimes
challenging. If you're someone who doesn't give up easily, who continues trying
when things get difficult, then contact us today.

4 Discuss the job and the skills it requires. Point out the transferable skills from
Exercise 1 that make your partner suitable for this role. Discuss at least four
transferable skills.




12> Transferable skills Photocopiables

1.2 > Grammar

1 Choose the correct option to complete the suggestions and advice.
1 Whydon'tyou a promotion?

a requesting b request ¢ torequest
2 Youcould___ withanemployment agency.

a signsup b signingup ¢ signup
3 Youshouldnt___ somuch!

a worry b worried € worries
4 Whatabout ____ foradifferentjob?

a toapply b apply ¢ applying
5 Youought___ yourCV.

a update b toupdate ¢ updating
6 How about____ foraraise?

a asking b ask ¢ toask
7 Whynottry___ toyour manager?

a tospeak b speak ¢ speaking
8 Youshould____ajobyou love.

a doing b todo ¢ do

2 Complete the suggestions and advice with the phrases in the box. Use each phrase
only once.

how about whatabout whydon'tyou whynottry youcould yououghtto
you should you shouldn’t

sign up for an evening course.
thinking outside the box?

use every opportunity to network.
going to a trade fair?

work during the weekends!
transferring to another department?

develop new skills.
research other career options?

0O NGO UT A W NP

3 Work in pairs. Read the information for your partner and take turns to roleplay
a conversation. Use the phrases from the box in Exercise 2 to give your partner
advice and make suggestions. You can use one idea from the box below and two
other ideas of your own.

StudentA studied history at university
 wants to work in marketing

+ has no marketing experience

Student B  isaqualified teacher
+ would like to work in banking

« has no experience in finance

doaninternship gotoanetworkingevent speaktosomeone intheindustry
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2 » Business sectors

134

Student A

StudentB

2.1 2 Vocabulary

Photocopiables

Look at your three job cards. Your partner also has three job cards. Take turns to ask and answer
the questions below to find out your partner’s jobs. Keep asking yes/no questions of your own
until you guess the job title. Then say which sector the job is in and explain why.

Al A2
bus driver

farmer (crops only)

A3
car factory worker

Questions for Student B

Bl 1 Doyoumake aproduct?
2 Areyou a furniture maker?
3 Do you use raw materials?
4 Are you in the electronics industry?

ooono

Sector: Reason:

5 Do you mainly work outside? O
6 Areyou in the construction industry? []
7 Do you build factories? O

B2 1 Do youworkfora private company? []
2 Do you manufacture something? [
3 Do you workin an office? O
4 Do you workin the retail industry? []

5 Areyou a salesperson?
6 Do you sell clothes?
7 Do you sell electronics?

ogdd

Sector: Reason:

B3 1 Doyouworkina factory? O
2 Doyou workin a service industry? [
3 Isyour job based at sea? U
4 Do you workiin fishing? O

Sector: Reason:

5 Do you extract something?
6 Areyou in the energy industry? O
7 Isyour jobin gas extraction?

Look at your three job cards. Your partner also has three job cards. Take turns to ask and answer
the questions below to find out your partner’s jobs. Keep asking yes/no questions of your own
until you guess the job title. Then say which sector the job is in and explain why.

Bl B2
house builder

salesperson in phone shop

B3
worker on an oil rig

Questions for Student A

Al 1 Do youworkinthefinance industry? [] 5 Do you work in transportation? O
2 Do you provide a service? [0 6 Areyouamanager? O
3 Doyou workin health care? O 7 Areyou a pilot for an airline? O
4 Isyour job in entertainment? O
Sector: Reason:
A2 1 Doyouworkineducation? O 5 Do you make wine? O
2 Isyour job a traditional one? O 6 Isyourjobinagriculture? O
3 Do you work for a private company? [] 7 Areyou an animal farmer? O
4 Do you produce something? O
Sector: Reason:
A3 1 Do you extract raw materials? O 5 Do you workin a factory? O
2 Do you work in tourism? O 6 Isitarobotics factory? O
3 Do you manufacture something? [ 7 Areyouin the automotive industry?  []
U

4 |s it textile manufacturing?

Sector: Reason:




2 > Business sectors Photocopiables

2.2 > Grammar
Student A 1 choose the correct option in italics to complete the text.

In 2017 | 'visited / was visiting an interesting British company for the first time. It's called The
Big Lemon, a community interest company (CIC), which means they work for the benefit

of the public. I'd heard they 2run / were running a number of buses without using any fossil
fuels, so | decided to go and see them. At the time, | *researched / was researching the energy
industry and | “‘wanted / was wanting to find out how different companies °used / were using
renewable energy sources. For example, The Big Lemon provides public transport on buses
that use recycled cooking oil as their fuel. But then they tried something else.

When | éarrived / was arriving, there was a great deal of excitement. | was thrilled to discover
that The Big Lemon “launched / was launching an excellent new product that day: a bus
powered by solar panels! | immediately ®saw / was seeing the bright yellow bus, which can
drive for 100 miles without being recharged, and is the first of its kind in the UK. Exciting times
for the future of sustainable energy!

2 Read the text again carefully and make sure you understand all the main points.

3 Work in pairs. Tell your partner about your text in your own words. Do not show
him/her your text. Then ask him/her the following questions.

1 What type of company is The Big Lemon?
2 What type of fuel were they using in their buses?
3 What were they launching in 20177

4 share your worksheet with your partner and discuss the two projects. Do you
think they’re good ideas? Do you think they’ll be successful in the long term?

% Why / Why not?

StudentB 1 Choose the correct option in italics to complete the text.

In 2010 my brother Pete and | moved to Detroit in the USA, where we both had places

at university. Pete was doing a science degree. | 'studied / was studying environmental
engineering and really enjoying the course. | 2watched / was watching the news on TV
one night when | *heard / was hearing about Highland Park, a poor area in Detroit which
“struggled / was struggling to pay for its street lighting at the time. They didn't manage to
pay the bill so, one day, the local energy company °arrived / was arriving and took all the
street lights away. Highland Park was in the dark! Fortunately, however, a local community
group called Soulardarity ‘worked / was working on a solution. It successfully “installed /
was installing the first solar street light in Highland Park in 2012. From then on, many
people began to help Soulardarity and by 2016 the area had / was having five more solar
street lights. A success story!

2 Read the text again carefully and make sure you understand all the main points.

3 Work in pairs. Tell your partner about your text in your own words. Do not show
him/her your text. Then ask him/her the following questions.

1 Whatwas the problem in Highland Park?
2 Who was helping?
3 How did the situation improve?

4 share your worksheet with your partner and discuss the two projects. Do you

think they’re good ideas? Do you think they’ll be successful in the long term?
Why / Why not?
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3> Projects Photocopiables

3.1 > Vocabulary

StudentA 1 Read Henry’s paragraph. Then read the questions below and make notes with your ideas.

Henry

My whole family is going on holiday to Thailand in two years’ time: brothers, sisters,
parents, aunts, uncles, cousins ... everyone! Altogether, there will be fourteen of us, but

I suppose some people might decide not to travel. Uncle Felix and Aunt Jane are in charge
of all the details. They've arranged some family meetings so we can discuss our ideas. At
the last meeting my cousins suggested travelling in February, but Uncle Felix thinks that
strikes in the UK might cause flight delays. We've agreed to travel in June. Flights and
accommodation will be around £2,000 per person. We don't have to pay that all at once;
we can divide it into a few separate payments. Uncle Felix has just called another family
meeting. He says there might be an issue, but we don't know what it is yet.

1 Whatis the project? 6 Are they doing anything to reduce risk?

2 Whenisit taking place? 7 Doyou think they have a risk register?

3 Whatis Henry anticipating? 8 Whatkind of milestones are in place?

4 Who are the project managers? 9 Whatis the budget?

5 What did Uncle Felix predict? 10 Whatdo you think the setback might be?

2 Work in pairs. Show your partner your paragraph, but not your notes. Then discuss
the project and the questions.

3 If you were the project manager, would you organise things differently? How?

StudentB 1 ReadSue’s paragraph. Then read the questions below and make notes with your ideas.

Sue

I'm in my second year of university, studying history. My classmate, Amina, is my best
friend, and we have a business idea. In our spare time we're going to design and sell
T-shirts. | think they’ll be popular because we've already done a few designs, just for
ourselves, and everyone loves them. We only have £200 to buy the materials we need, but
Amina feels that’s enough to get started. She’s offered to manage all the details. For
maximum profit, | thought we should make as many T-shirts as possible, but Amina wants
to begin with a smaller number. She wants to sell the T-shirts at festivals and outdoor
markets every weekend, but | prefer online sales. My brother can build a website for us.
I'm worried because I'm starting my exams soon, and | need to study at the weekends.

1 Whatis the project? 6 Arethey doing anything to reduce risk?
2 Whoisinvolved? 7 Do you think they have arisk register?
3 Whatis Sue anticipating? 8 Do they have any milestones in place?
4 Whois the project manager? 9 Isthe plan clearly established?

5 Whatis the budget? 10 Whatsetback might there be?

2 Workin pairs. Show your partner your paragraph, but not your notes. Then discuss
the project and the questions.

3 If you were the project manager, would you organise things differently? How?
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3> Projects Photocopiables

3.2 > Grammar

C1 D2 .3 .4 |
' tall ' cheap ' famous ' early !
. (superlative) . (comparative) . (superlative) . (comparative) I
E building : materials : city : project :
. world \  other buildings . canals | expected :
.5 .6 o7 . 8 |
' profitable ' high ' hard ' long !
. (comparative) . (superlative) . (comparative) . (superlative) |
E summer : deaths : steel : Grand Canal :
\winter . Panama Canal . iron i China |
.9 .10 co11 o 12 :
' famous ' modern ' quick ' strong !
. (superlative) . (comparative) . (superlative) . (comparative) |
E the Sagrada Familia : metal : gondola ferry : new team :
' Barcelona ' stone ' Grand Canal, Venice | previous team !
.13 .14 .15 .16 :
' interesting ' big ' easy ' early !
. (comparative) . (superlative) | (comparative) . (superlative) I
E participate : challenge : dig : constructions :
' watch , budget ' cool weather . simple !
o 17 . 18 o 19 .20 :
' new ' old ' unusual ' short !
. (superlative) . (comparative) . (superlative) . (comparative) |
E design : wood : feature : Panama Canal :
| exciting 1 plastic " door ' Suez Canal !
o 21 .22 .23 .24 :
' popular ¢ difficult ' profitable ' dangerous !
. (comparative) . (superlative) . (comparative) . (superlative) |
E canals : bridge : housing : Panama Canal :
. Europe . beautiful | sectors . world |
Possible answers
1 The tallest building in the world is in Dubai. 13 It's more interesting to participate in building
2 They used cheaper materials than in the other something than to watch.
buildings. 14 The biggest challenge was the budget.
3 The most famous city for canals is Venice. 15 It’s easier to dig in cool weather.
4 The project finished earlier than expected. 16 The earliest constructions were very simple.
5 It's more profitable in summer than in winter. 17 The newest design is very exciting.
6 The highest number of deaths occurred during the 18 Wood is older than plastic.
building of the Panama Canal. 19 The most unusual feature of the building is the door.
7 Steelis a harder metal thaniron. 20 The Panama Canalis shorter than the Suez Canal.
8 Theworld’s longest canalis the Grand Canal in China. 21 Canals are more popular in Europe than in the United
9 The Sagrada Familia is the most famous building in States.
Barcelona. 22 This beautiful bridge was the most difficult to build.
10 Metalis more modern than stone. 23 Housing is more profitable than other sectors in
11 Agondola ferry is the quickest way to cross the Grand construction.
Canalin Venice. 24 The Panama Canal was one of the world’s most
12 The new team is stronger than the previous team. dangerous construction projects.
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4> Global markets

4.1 > Vocabulary

1 Complete the collocations for global markets with the words in the box.

brands local luxury product strategy territories

1 goods

2 marketing

3 preferences
4 target

5 _ customisation
6 consumer

2 Match the collocations from Exercise 1 (1-6) with the definitions (af).
a___ acompany’s plan for advertising and selling the goods they make
b__ adapting goods to suit a particular purpose

¢ thespecificareas where a company wants to sell their goods

d___ well-known goods that are bought by the public rather than by businesses

e__ whatthe peoplein aspecific area or region particularly like

f

expensive things that are not necessary but are nice to own

3 work in pairs. Discuss real-life examples of all six phrases from Exercise 1, naming
specific companies and products. Make notes with your ideas.

1

4 work with another pair. Using your notes from Exercise 3, compare and contrast
your examples. Are they similar or very different?
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4.2 ¥ Grammar

StudentA

NAME often sometimes never

1 Inthe past month, did you buy clothes online?

2 Do you pay for access to any news websites?

3 Inthe past week, did you order takeaway food
online?

4 Do you ever sell items online?

5 Do you expect free shipping when you shop
online?

6 Inthe pastyear, did you provide customer
reviews online?

7 Did you buy books online recently?

8 Do you request online recommendations for
services or goods you want to buy?

9 Does social media influence the online
purchases you make?

10 Did you leave without buying anything from
online sites that didn‘t have a clear layout?

Student B

NAME often sometimes never

1 Inthe pastsix months, did you buy shoes
online?

2 Do you use a credit card when you shop
online?

3 Inthe past month, did you order groceries
online?

4 Do you use your phone to shop online?

5 Ifyou see something you like in a shop, do you
try to find it cheaper online?

6 Do you prefer online shopping to retail
shopping?

7 Did you make a complaint about an online
purchase last year?

8 Inthe pastyear, did you buy electronics
online?

9 Do you read online reviews before you make a
purchase?

10 Did you use any ‘click and collect’ services
recently?
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5.1 > Vocabulary

1 Match sentences 1-9 with sentences a-i to complete the descriptions.
1 This camerais great because the instructions are very easy to understand.

I love this jacket because there isn‘t another one like it.

That e-reader is the very best one you can buy.

It's the most reliable car I've ever had - it never breaks down!

The design of these headphones is really unusual and clever.

It's such a fashionable laptop! It looks so cool.

I used to have a basic printer but the one | have now is a much higher standard.

My brother’s jacket is the latest fashion, but mine is more traditional.

O 0O N O U1 & W N

They carefully planned every detail when they made this phone.

It's really stylish.

It's completely dependable.
It's a classic design.

It's completely unique.

It's so innovative.

It's very well designed.

It's totally user-friendly.

It's the advanced model.
It's top-of-the-range.

ouQu "o a nNn T 9

2 Workin pairs. You are going to create and present an advert for an innovative product
of your choice. Decide what product you will talk about. Add your own ideas to each
section. Then agree on a product to advertise.

Product ideas

electronicitem tablet, MP3 player,

lifestyle item fitness tracker, e-reader,
household item digital radio, electric toothbrush,
otherideas

3 For your chosen product, pick four of the adjectives in bold from Exercise 1 and use
them in your advert. Make sure you explain how these adjectives are suitable for this
product. Your advert should be 30 seconds long. Make notes with your ideas.

Advert points Advert notes

Name of product:

Type of product:

People should buy it because
it's:

adjective 1

adjective 2

adjective 3

adjective 4

Other selling points:

4 with your partner, present your advert to the class. Share the speaking time equally.
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5.2 » Grammar

1 Read the scenarios and choose the correct options.

1 Brunoinvited Nina to the cinema to see a science fiction film he was interested in.

Nina didn’t go with him because she’d seen the film with her sister.

a Nina has already seen the film. b Nina hasn’t seen the film yet.

2 Gregwants to buy a new tablet but he doesn’t have enough money for it.
a Greghasn’t saved the money yet. b Greg has already saved the money.

3 | gota text from my brother asking me to phone our dad. But two minutes before
| received the text, | was speaking to my dad on the phone!
a I'vejustspoken to my dad. b I haven't spoken to my dad yet.

4 The assistant is offering us coffee but we'd both had one on our way to the meeting.
a We haven't had coffee yet. b We've just had coffee.

5 Zoe gotanew smartphone butit’s still in the box. She says she’ll open it tomorrow.
a Zoe hasalready used her new phone. b Zoe hasn’t used her new phone yet.

6 Liam ordered a new camera online. A week later he changed his mind and tried to
cancel the order, but the company said it had been shipped a few days before.

a The camera has already been shipped. b The camera has just been shipped.

StudentB

2 Lookat your work diary for today and note which
items have (v) and haven’t (x) been done so far.
Pay attention to the times.

Student A

2 Lookat your work diary for today and note which
items have (v) and haven’t (x) been done so far.
Pay attention to the times.

10.00 a.m. work on product report X 9.00a.m. design meeting v
11.00a.m. product testing meeting v 10.30a.m. product presentation v
12.30p.m. lunch with marketing team v 11.30 p.m. email sales report X
1.50 p.m. email sales figures v 12.45p.m. lunch with Sales Manager v
2.00 p.m. It’s 2.00 p.m. now. 3.55p.m. send out launch invitations v
230 p.m. contact product testers 4.00 p.m. 1t's 4.00 p.m. now.

3.00p.m. conference call 4.30p.m. product launch meeting X
4.00p.m. planning meeting 5.00 p.m. conference call

3 work in pairs and roleplay a meeting. Take turns to
be the manager. Look at each item in the list and ask
your partner if he/she has done it. Put a tick (v) for the
items that he/she has done and a cross (X) for those
he/she hasn't done

3 workiin pairs and roleplay a meeting. Take turns to
be the manager. Look at each item in the list and ask
your partner if he/she has done it. Put a tick (v) for the
items that he/she has done and a cross (x) for those
he/she hasn't done.

Have you: Have you:

design meeting / yet?

work on / product report / already?

product presentation / already?

product testing meeting / yet?

email/ sales report / yet?

lunch with marketing team / already?

lunch with Sales Manager / already?

email / sales figures / yet?

send out/ launch invitations / yet?

contact / product testers / already?

product launch meeting / already?

conference call / yet?

conference call / yet?

planning meeting / already?
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6.1 > Vocabulary

Photocopiables

1 Read the two situations on your worksheet. What do you think happened next? Work
in pairs and make notes with your ideas. Then, for each situation, write your answers to
these two questions. Use at least four words/phrases from the box below.

1 Who do you think was affected by the incident? Why? How?

2 What health and safety rules do you suggest?

bleed break cut damage fall fitcamerasandsensors handle sharp debris hit
hold training programmes hurt injure issue personal safety equipment
pose arisk ofinjury record an accident slip

2 Work with a pair from the other group. Take turns to present your situations to each
other. Discuss each story. Ask for the other pair’s ideas about what happened next.
Then share your own answers with them and compare your ideas.

It was a very busy day at the office. Ramiro
didn’t have time to eat lunch, and he had

a planning meeting at 2.30. He decided to
bring some food into the meeting, so he went
to the office cafeteria and bought some soup.
Ramiro was late, so he hurried. In the hall
outside the meeting room, he didn’t notice
that he'd spilled some soup. His colleague,
Olga, was running to the same meeting.

Early one morning, there was a delivery of
heavy boxes at a warehouse. Two workers,
Boris and Franz, were asked to put the boxes
away. Boris and Franz chatted while they
moved the boxes to a high shelf. But they
weren‘t paying attention to their work and
they didn’t put the boxes safely on the shelf.
Later that day, their colleague, Jack, was
standing near the same shelf. Jack wasn’t
wearing any protective clothing.

Melanie Kane got a new job at her local
supermarket in London. On her first day, she
finished work at 2 p.m. Before she cycled

home, Melanie decided to do some shopping.

It was close to her mother’s birthday and
she wanted to buy some presents. When
Melanie finished shopping, it was after 3 p.m.,
and beginning to get dark. It was very cold,
but her long black coat kept her warm as
she cycled. Suddenly, a car came round the
corner at very high speed.

Elena Fusco, a college student, was at home
studying for her exams. She left her bedroom
to get a glass of water from the kitchen.
Suddenly, the glass slipped from her hands
and fell on the floor. There was broken glass
everywhere! Elena started to pick it up, but the
phone rang, so she left the kitchen to answer
it. Unfortunately, she forgot about the broken
glass. A few minutes later, her brother Dino
came downstairs for a snack. Dino wasn't
wearing any shoes.




6> Safety and security

6.2 > Grammar

Read the information in italics. Then choose the correct option to complete each

sentence.
1 Itisn’t necessary to do this at all.
You____ switch off your mobile phone on the train.
a must b don'thaveto ¢ haveto

2 It’s OK to do this, but it’s not really necessary.
You shut down your laptop at night.

a haveto b must ¢ don’tneedto
3 Doing this is not allowed.

You___read text messages while driving a car.

a mustn't b haveto ¢ needto

4 [twasn’t necessary to do this.
In the past, people wear protective clothing at work.

a needto b mustn't ¢ didn't have to
5 It'sabsolutely necessary to do this.

In the workplace, accidents ____ be recorded and investigated.

a don'tneedto b must C mustn’t
E Everyone ' You I We I
i has to : don’t need to : must :
E You I People I Everyone I
i had to : didn’t have to : needed to :
E We ' They ' We '
i need to : mustn’t : didn’t need to :
: carry an ID badge : e : keep your passwords safe !
i y ge. : in all buildings. : pyourp ' :
I have CCTV on buses. I keep meat in the fridge. I smoke inside the hospital. |

___________________________________________________________________________________________
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7.1 > Vocabulary

1 workin pairs. Read and discuss the customer needs (1-4) and match them with

the most suitable airline (a-e). There is one extra airline you don’t need to use.

1 Customer 1: Airline
I'm working on a project in another European country for the next three months. I need to
take the 90-minute flight there every Monday morning, and fly back on Friday evenings to
see my family. | have to use a pretty basic airline, as | can’t afford expensive fares, but
| don't want to wait in long queues every time.

2 Customer 2: Airline
We are a couple celebrating our tenth wedding anniversary, and we're planning a fantastic
holiday abroad. For us, it’s a big occasion, obviously, and we want it to be unforgettable.
We're looking for an airline that will treat us like we're celebrities and make us feel really
important and special!

3 Customer 3: Airline
I'm the personal assistant to the president of a major company in the UK. She has to travel
to Japan for a big meeting next month and | want to make sure that the long journey is as
comfortable as possible for her. I'm looking for an airline that offers a higher standard of
travel and extra things that are only available to certain passengers.

4 Customer 4: Airline
I need to book a flight for my elderly mother. | usually accompany her but, unfortunately,
| can’t travel with her this time. My mother is very nervous about air travel, so | want to feel
completely confident that the cabin crew will be empathetic and take good care of her.
I don't mind what it costs.

Airlines

a Thisairline offers business-class fares for a higher price, which include many exclusive
features that keep our customers satisfied.

b Thisisa no-frills” airline that understands the importance of low-cost fares as well as other
customer needs, such as priority boarding.

¢ Thisairline really gives personal attention. And the staff get special training in body
language so that they can recognise and support anxious passengers.

d Thisis one of the world’s most popular ‘no-frills” airlines. Personal service and priority
boarding are not offered, but it’s perfect when low fares are all that matters.

e Thisairline has many qualities, but it is best known for offering premium service and VIP
treatment.

2 Roleplay a conversation between a travel agent and each customer from Exercise 1.

Take turns to be the travel agent and the customer. Use these notes to help you.

Travel agent

« Askwho theflightis for.

+ Askwhat two things are most important to the customer.
« Suggestan airline, saying why it’s suitable.

Customer
« Explain who the flight is for.

+ Describe the two things that are most important to the
customer.

« Say whether this airline sounds suitable.
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7.2 > Grammar

1 Complete the extracts from four customer service calls with the correct form of
the verbs in brackets.

CallA

A: I'm afraid | forgot* (pay) my credit card bill last month.

B: Oh, I'm sorry to hear that. Have you tried ? (create) an alarm
on your phone? It will help 3 (remind) you about the bill every
month.

A: Thanks. That’s a good suggestion. But would you mind # (cancel)
the late fee this time? I'm a good customer and | usually pay on time.

CallB

A: I'm not satisfied with this phone. It keeps ! (drop) calls and I'm
having other problems with it, too.

B: Oh, lamsorry; that's disappointing. If you want 2 (return) it,
I suggest? (send) it back by special delivery. We can offer you
arefund.

A: OK, butldon’t want* (pay) the shipping costs. After all, it’s not my
fault the quality of the phone is poor.

CallC

A: I'msorry to hear the item hasn't arrived yet. Would you like *
(speak) to someone in customer service?

B: No, I'd prefer? (get) a call back from them. I really dont enjoy
3 (wait) on hold. It always takes ages!

A: I'm so sorry, our agents can’t make calls. If you don’t have time right now, | recommend

‘ (try) early in the morning. It's usually quiet then.

CallD

A: Iregret!? (order) this item in the summer. It isn’t suitable, and I'd
like 2 (request) a full refund.

B: I'm afraid items need 3 (be) returned within thirty days for
refunds. You've had this item for three months.

A: Yes, but as I've just finished * (explain) to your colleague, I've
beenill.

2 Work in pairs. Look at the extracts in Exercise 1 again. We don‘t know whether the
customers got what they wanted. What do you think the companies decided to do?
Discuss each call with your partner and make notes. Remember to use the
to-infinitive or -ing with the correct verbs.

A

3 Use your notes from Exercise 2 to continue each call from Exercise 1. Decide what
the customer and the customer service agent said next. Read the example for Call
A and then roleplay at least two new lines of dialogue for Calls B, C and D. Take
turns to be the customer and customer service agent.

Call A, continued

B: Yes, | can see that you're a very good customer. Let me try to get rid of this fee for you ...
OK, I've managed to cancel it.

A: Thank you so much for agreeing to do that! I'lL try setting a reminder on my phone now.
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8.1 > Vocabulary
Student A

Digital communication in the workplace

Questions Name True False

1 Technology helps me to do my job (or study) in a very efficient way.

Notes:

2 Internal emails make it easier to keep up-to-date with important
developments.

Notes:

3 The best approach is to answer all emails in the same order that you
received them.

Notes:

4 People who feel overloaded by emails are not using digital
communication properly.

Notes:

5 Theinternetis amazing, butit’s not the master. We could still work and
manage successfully without it.

Notes:
S
Student B
Digital communication at home
Questions Name True False
1 My friends and | would never manage to organise our social events
without technology.
Notes:

2 Digital communication is used too much. My family members expect me
to check my phone all the time.

Notes:

3 Social media lets me catch up on my family and friends’ news when
I'have time.

Notes:

4 I'mnota servant to technology because | carefully choose the blogs,
sites, etc. that | want to look at.

Notes:

5 Too many people are overloaded by digital communication. If | could
delete the internet from the world, | would.

Notes:
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8.2 > Grammar

Read the sentences. Are they in the first conditional (F) or the second conditional (S)?
If she concentrated more, she’d understand the issue.

You'll save a lot of time if you use this app.

We'll fix the computers if they break.

I'd send him an email if | had his email address.

If you didn’t look at your phone all the time, you wouldn‘t be so stressed.

A U B W N

If you reply to her email, she’ll explain everything.

_____________________________________________________________________________________________

1 First .2 Second .3 First . 4 Second |
E if we / ' they/ ' ifyou/ ' if she/ '
. notbe/satisfied, . notcare/ . want/more money, . organise/heremails, |
+ we/complain / + ifyou/ + they/give/you . she/notbe/ .
' social media . ignore/ their calls ' extrawork ' overloaded !
.5 Second . 6 First .7 Second . 8 First |
E you/not haveto/ ' we /work/ harder/ ' he / fix / ' if you/ '
. worry/ I 'f.\/OU/Q.'VE/US . your phone/ . listen/ carefully, |
E if you / protect / . nicer offices . if you / ask / . you / understand / .
\ your passwords ! . himnicely . how they feel !
.9 First 10 Second 11 First 12 Second |
E they / ' you / have / ' she/lose/ ' |/ start/ '
. notlike/it/ . more free time/ . thedocument/ . myownblog/ |
E if you / charge / . if you / stay / . if she/ . if1/have/ .
. money for wifi ' offsocial media ' notsave/it ' thetime !
.13 Second . 14 First .15 Second . 16 First I
E we / feel / : ifyou/ : if everyone / help, : they / enjoy / :
. happier/ . notspeak/ clearly, . we/finish/ . social media more / :
E if they / : noone/ : the project : if they / :
| encourage/us . understand/you , ontime , notrely/onitso |
I I | " much !
17 First .18 Second 19 First . 20 Second |
E |/ open/anaccount ' we / not succeed / ' if he /send/ ' if they / '
. ifthey/give/ o ifwe/ . another text, . speak/ clearly, :
E me a discount . not have / . |/just/ . there/notbe/ .
| . thistechnology . delete/it . problems |

_____________________________________________________________________________________________
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2 Photocopiables teacher’s notes

1.1 > Vocabulary

Tell students that they are going to practise using vocabulary
related to transferable skills and personal qualities.

Put students in pairs, A and B. Hand everyone their copy of the
worksheet.

Give students a moment to look at the transferable skills. Check
that everyone understands the phrases. Review any definitions
if necessary.

Explain that each student has a profile with five bullet points
each. Give them a few minutes to read through the points and,
again, check understanding before moving on.

Students should link at least four transferable skills from the List
to their partner’s profile based on the bullet points provided.
Emphasise that students work on their partner’s profile, not
their own. Start the activity, and remind students that they
should be able to support their choices with reasons.

Get students to discuss answers in pairs, then check as a class.

Point out the two job adverts in Exercise 3. Again, remind
students that they will work with the advert that interests their
partner. Give the class a moment or two to read through the
adverts. Make sure everyone understands the language.

Explain that students should look for four skills or personal
qualities that the job requires. Encourage students to underline
words or phrases in the advert that help them to identify
specific skills and qualities.

Next, they should see if their partner is suitable for this job by
cross-checking their skills from Exercise 1.

When they have finished, get students to take turns to roleplay
a conversation about the job advert and the required skills.
They should point out which transferable skills make their
partner suitable for the job and why.

Ask pairs to share their ideas with the class.

1 Possible answers

Student A

(c) critical thinking: customer service award / obviously found
ways to keep customers satisfied; (a) can-do attitude: kite-
surfing and professional achievements require courage;

(f) can set goals: experience in project management;

(e) integrity: citizens’ advice / helping others and caring about
people

Student B

(h) can think outside the box: designer which involves
creativity/originality; (b) communication skills: being a waiter
requires excellent communication skills; (g) team player:
sports interest + part-time job involve working as a team;

(d) determination: helping others with tech problems

3

StudentA

can-do attitude (calm/organised/confident); can set goals
(finish tasks on time); critical thinking (deal with unexpected
problems); integrity (reliable and honest)

Student B

can think outside the box (creative and original thinker);
communication skills (give clear information in writing and
speaking); team player (work closely with others to get things
done); determination (doesn't give up easily)

1.2 > Grammar

.

Tell students that they are going to practise giving advice and
making suggestions about careers.

Put students in pairs and give everyone their own copy of the
worksheet.

Point out that they will practise the language from Lesson 2in
the first two activities. Then they will use the key phrases, and
some of their own ideas, in a roleplay exercise with their partner.

Get students to work individually on Exercise 1. Ask them to
check their answers with their partner. Then check answers as
a class by getting volunteers to read each sentence aloud.

Move on to Exercise 2. Point out that more than one answer
may be possible and remind students to ensure that their
answers are grammatically correct. Advise them to pay
attention to the punctuation at the end of each sentence. Give
students a few minutes to complete the exercise individually.

Get different students to call out their answers, confirming
or correcting them as necessary. Ask whether others used
different options from the box, and get them to call out their
answers, too.

Move on to Exercise 3 and go through the instructions with
students. Do a brief demonstration with the class first, e.g.

say: [ really want to work in the tourism industry, but | have

no previous experience. You could write this on the board.

As different students call out their suggestions and advice,
respond with phrases such as Really? Do you think that would
work? / Good idea, but how would you do that? / That’s a great
suggestion. What else could you do? You might like to write
these on the board as well.

Get students to do the roleplay. Encourage them to come up
with interesting advice and suggestions of their own. At the
end, invite pairs to perform their roleplays for the class.

b 2c 3a 4cb5b 6a 7c 8c

Possible answers

You could / You ought to / You should

How about / What about / Why not try

You could / You should / You ought to

How about / What about / Why not try

You shouldn’t / You could / You ought to / You should
How about / What about / Why not try

You could / You ought to / You should

Why don’t you

ONOGOUT AR WNENRKMRRM

2.1 > Vocabulary

« Tellstudents that they are going to talk about sectors and

industries, and practise vocabulary from Lesson 2.1.

Put students in pairs, A and B. Give each student their half of the
worksheet so they each have a set of cards and questions. Tell
them not to show these to their partner.

Explain that both students have three cards with a different job
written on each one. Itis their partner’s task to figure out what
each jobis by asking a series of questions. Point out that all
questions can only be answered with yes or no. Anyone unsure
of the correct answer should make their best guess.

Give students a few minutes to read through their three job titles
and their three sets of questions. They may use a dictionary if
necessary to check any vocabulary they do not know.



+ Ifnecessary, do a quick review of Lesson 1 to ensure that
everyone understands the key vocabulary.

« Start the activity with Student A asking Student B questions
about job B1. Get students to take turns, alternating as follows:
B1;Al; B2; A2; B3; A3.

- Draw students’ attention to the tick boxes. As the questions are
being answered, students should mark the boxes with a tick for
yes and a cross for no.

+ Toestablish the correct job, students should ask one final
question, e.g. for job B1: Do you build houses? Once they know
the job, the student asking the questions has to say which
sector this job belongs in, and to explain the reason why. For
example, if the job were ‘supermarket worker’, then the sector
would be tertiary because this isa commercial service that
connects consumers with products.

« Attheend, checkanswers as a class. If some students had
difficulties with any yes/no questions, spend some time
confirming the information. Do the same with the sectors.

Student A
B1 Tick:1,3,5,6;Cross: 2,4,7
Final question: Do you build houses? (yes)
Secondary sector because you use raw materials to
develop and build products.
B2 Tick:1,4,5,7;Cross: 2,3,6
Final question: Do you sell phones? (yes)
Tertiary sector because you provide a commercial service
connecting products with consumers.
B3 Tick:3,5,6;Cross: 1,2,4,7
Final question: Do you work on an oil rig? (yes)
Primary sector because you extract basic raw materials.

Student B
A1 Tick:2,5;Cross: 1,3,4,6,7
Final question: Do you drive a bus? (yes)
Tertiary sector because you provide a service to the public.
A2 Tick: 2, 4,6;Cross: 1,3,5,7
Final question: Do you grow crops? (yes)
Primary sector because you are a farmer who works
with basic materials.
A3 Tick:3,5,7;Cross: 1,2, 4,6
Final question: Do you work in a car factory? (yes)
Secondary sector because you use raw materials to
develop and build a product.

2.2 > Grammar

+ Tell students that they are going to practise using the Past
Simple and Past Continuous by discussing two interesting
solar-energy projects.

 Putstudentsin pairs, Aand B. Give each student their half of the
worksheet. Ask them not to show their worksheets to each other.

 Ask students to complete Exercise 1 individually. Remind them
to pay attention to the context, as well as any clues in the
sentences, such as when or while as they decide whether the
Past Simple or Past Continuous is more appropriate.

+ Walk around the room as students are working on this. Offer
support if any students have questions.

» When they have finished, do not check answers yet. In their
pairs, tell students to take turns to tell each other about the
project from their text. Emphasise that they should not share
the worksheet or simply read the paragraph to their partner.
The student listening can ask questions and, if he/she wishes,
take brief notes, too.

Photocopiables teacher’s notes )|

Next tell students to ask their partner the three questions on
their worksheet. When all questions have been answered, ask
students to share their worksheets and check that they both
answered everything correctly.

Finally, give them a few minutes to discuss both projects,
sharing their opinions on each one.

Now check all answers as a class. Open a class discussion based
on the questions in Exercise 4. Also ask whether students know
of any other interesting solar-energy projects.

Student A

1

1 visited 2 wererunning 3 wasresearching 4 wanted

5 wereusing 6 arrived 7 was launching 8 saw

3

1 It'sa community interest company; it helps the public.

2 They were using recycled cooking oil to run their
environmentally friendly buses.

3 They were launching their new solar-powered bus.

Student B

1

1 wasstudying 2 waswatching 3 heard

4 was struggling 5 arrived 6 was working

7 installed 8 had

3

1 The Highland Park area was poor and the community
couldn’t afford its street lighting bill.

2 Alocal community group called Soulardarity was
helping by working on a solution.

3 Soulardarity installed solar street lights.

3.1 > Vocabulary

« Tell students that they are going to discuss project
management and practise the vocabulary from Lesson 3.1.

« Putstudentsin pairs, A and B. Give each student their half
of the worksheet and get them to complete Exercise 1
individually. Point out that some of the answers can be found
in the paragraph. For others, they may need to use their
imagination and make their best guesses. Emphasise that they
should jot their answers down in note form only.

« When they have finished, ask pairs to work on Exercise 2.
Allow a couple of minutes for them to read each other’s
paragraph, but ask them not to share their notes yet.

+ Beginning with Student A’s paragraph, tell them to discuss
the project and the questions. Encourage them to keep the
discussion going, supporting their ideas with reasons and/or
examples.

Move around the classroom and try to spend a little time with
each pair. Ensure that they are using the target vocabulary.

When they have finished, check answers as a class and move
on to Exercise 3. Ask the pairs to try to reach consensus on
how they would handle each project, as if they were joint
project managers.

« Invite some volunteers to present their ideas to the class. You
could take a class vote on the best ideas.

« After afew minutes, put students in new pairs and get them to
discuss five different questions.

« Students share one answer they found interesting or
surprising with the class.
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Possible answers

StudentA

1

1 afamily holiday 2 intwoyears’time 3 thatsome people
will change their mind and not travel after all

4 Uncle Felixand Aunt Jane 5 that the strikes in February
might cause travel problems 6 Yes, because they are
considering the best time to travel so that they won‘t have
delays. 7 Itdoesn't seem thattheydo. 8 They're having
regular meetings, and the cost of the holiday will be split
into smaller payments. 9 £2,000 per person 10 We don't
know what the setback is. One possibility is that it's weather-
related June is the rainy season in Thailand).

Student B

1

1 designing and selling T-shirts 2 Sue and Amina

3 that the T-shirts will be popular 4 Amina 5 £200

6 Yes, because Amina doesn’t want to make all of the
T-shirtsatonce. 7 It's not clear, but Amina seems to be
identifying risks. 8 It doesn’t seem that they do as yet.
9 No, they still haven’t agreed on some key details.

10 The setback is probably related to exams and the fact
that there may not be much spare time.

3.2 > Grammar

Tell students that they are going to practise comparatives
and superlatives in a game on the theme of building and
construction.

Do an example. Write large on the board. Then write
comparative in brackets. Underneath that, write company
and contract. Tell students their task is to use the
comparative form of large in a sentence, which should link
to the themes of building or construction. Point to the two
nouns and explain that they must feature in the sentence.
These nouns should help students to come up with a
topically relevant sentence more quickly. Remind students
that their sentence must be grammatically correct and
have some kind of building context. Invite volunteers to
suggest sentences. Answers will vary but one possibility is:
The larger company got the construction contract.

Put students in pairs and give each pair their set of cards,
making sure all cards are face down on the desk.

Tell students to take turns to choose a card. Once they see
their card, they should write down the number of the card
and the required comparative or superlative, which they
then use in a sentence, saying it out loud to their partner.
(They do not need to write the sentence down, just the
comparative or superlative.)

Encourage them not to think about it too long and to play
quickly, adding that the student with the most correct
sentences at the end is the winner.

You might want to put a limit on the time students have to
come up with each sentence, e.g. 40 seconds. They forfeit
a turn to their partner if they have not supplied a complete
sentence in that time.

Students play the game. At the end, hand out the answer
key and get students to check the correct answers against
the comparatives and superlatives they have written down.

Ask them to tally their score and see who has the most
points. If you have time, you could go through all the

squares asking different students to call out their sentences.

4.1 > Vocabulary

.

Tell students that they are going to practise using
collocations related to global markets.

Put students in pairs and give each student their copy of the
worksheet. Ask them to work individually on Exercises 1 and
2. Do not allow too long for this. Check answers as a class.

In their pairs, students discuss the six collocations. Tell them
to think carefully about the phrases and work together to
come up with a real-life example that demonstrates each
one. Theidea is to give context to the six collocations and to
get students thinking about everyday examples of how they
apply to global companies. Ask students not to reuse any of
the examples from the Student’s Book.

You might like to do the first collocation as an example.
Number 1is luxury goods. Write it on the board and invite
volunteers to call out companies and products that fit into
this category. If students are slow to suggest their ideas,
offer one or two (e.g. Porsche sports cars, Gucci handbags).
List all other ideas on the board as students call them out.

Point out that some of the collocations will require students
to provide more detail, e.g. to describe a specific marketing
strategy in item 2 or how companies cater to local
preferences in item 3.

Walk around the room as students are working on this. If any
pairs are struggling to think of a particular example, help
them with a prompt or hint.

When they have finished, join pairs together into groups of
four. Ask them to compare the answers and examples they
came up with in Exercise 3: have they named any of the
same companies or given the same examples? They should
comment on each other’s ideas and make sure the examples
are appropriate for each phrase.

When they have finished, check answers by calling on
various pairs to share their examples, writing them on the
board as they are given.

1

1 luxury goods 2 marketing strategy

3 local preferences 4 target territories

5 product customisation 6 consumer brands

2

a2 b5 c4 d6 e3 f1l

3 Possible answers

1 luxury goods: Porsche sports cars; Gucci handbags

2 marketing strategy: Nike linking their products with the
idea of success

3 local preferences: To cater to local tastes, restaurants and
pubs are more likely to offer fish and chips in the UK than
in other countries.

4 target territories: Dividing up the regions where you
want to sell, e.g. LATAM (Latin America), EMEA (Europe,
the Middle East, and Africa), APAC (Asia-Pacific).

5 product customisation: Adapting packaging in Japan so
thatitems are not sold in packs of four, as the word for
‘four’ in Japanese sounds similar to the word for ‘death’
and is considered unlucky.

6 consumer brands: Penguin (books), L'Oréal (beauty
products), Levi’s (clothing)



4.2 ¥ Grammar

« Tell students that they are going to practise using the
present and past passive by conducting a survey and then
writing a report on online shopping habits.

« Split the class into two halves, A and B.

+ Hand all the Student As and Student Bs their respective
surveys. Give them a moment to look it over and to ask
aboutany items they do not understand. Question 8 in
the Student A survey might require some clarification. If
necessary, explain to students that it refers to checking
consumer reports or customer reviews before buying.

 Explain that all Student As are going to survey four to six
Student Bs, and vice versa. Tell them that when they ask
each question, they should write the student’s name down

and tick the appropriate column: often, sometimes or never.

+ When they have completed their survey, ask them to
write all the results in the passive. They should have ten
sentences. Point out that some of the questions are in the
past tense and some are in the present, and ask students to
use the same tenses in the passive.

+ Putstudentsin pairs, A and B, and ask them to present their
reports to each other.

« Invite some students to present their reports to the class.
Check that everyone is clear on the correct passive forms.

Possible answers

StudentA

1 Clotheswere boughtonlineby __
month.

2 Access to news websites is paid for by __students.

3 Takeaway food was ordered by __studentsin the past
week.

students in the past

4 Itemsaresoldonlineby __students.

5 Freeshipping is expected by __students when they shop
online.

6 Online customer reviews were provided by __ studentsin
the past year.

7 Books were bought online by __students recently.

8 Online recommendations are requested by __students.
9 _ students’ online purchases are influenced by social
media.

10 Sites with unclear layouts were left by __students.

Student B

1 Shoeswere boughtonlineby
months.

2 Acreditcardisusedby

online.

Groceries were ordered by __ students in the past month.

Aphoneisused by __students to shop online.

Cheaper goods are searched for online by __students.

Online shopping is preferred to retail shopping by __

students.

7 Complaints about online purchases were made by __
students last year.

8 Electronics were boughtonlineby
year.

9 Onlinereviewsarereadby
a purchase.

10 ‘Clickand collect’ services were used by
recently.

students in the past six

students when they shop

(), )

students in the past
students before making

students
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5.1 2 Vocabulary

Tell students that they are going to practise describing
innovative products.

Give each student a copy of the worksheet and draw their
attention to Exercise 1. Explain the task, point out the
adjectives in bold and tell students to look for clues that fit
with each one.

Students work individually on Exercise 1. Then check
answers as a class by asking volunteers to call out the
matching sentences, confirming or correcting them as
necessary. Ask them to say what clues in sentences 1-9
helped them to decide on their answers.

Put students in pairs. Read the Exercise 2 instructions aloud.
Add that they should think of a product they will be able to
describe using some of the adjectives from Exercise 1.

Point to the table and explain that some product ideas have
been supplied. Check that everyone understands what these
products are.

Point out that pairs should brainstorm additional ideas of
their own until they both agree on the product they are
going to advertise. Do not allow too much time for this -
set a time limit, e.g. 3 minutes.

When the time is up, move on to Exercise 3. Tell students
they can use the table to make notes with their ideas, and
explain the task, emphasising that it is not enough to just
list the adjectives. They must explain how this product is
unique, user-friendly, dependable, etc. Remind them that
they need to speak for 30 seconds.

Tell the pairs to practise presenting their adverts, and to
ensure that they divide the speaking time equally. Keep

the focus of the activity on speaking rather than writing.
Dissuade students from writing out full scripts and have
them rely on their notes instead.

When the planning and rehearsal time is up, have all pairs
present their adverts to the class. Tell them not to read
directly from their notes, but to speak as naturally

as possible.

At the end, take a class vote in a number of categories: the
most stylish produc, the most innovative product, etc.

1
1g 2d 3i 4b 5e 6a 7h 8c 9f

5. 2) Grammar

Tell students that they are going to practise using the
Present Perfect with just, already and yet.

Give every student a copy of Exercise 1. Get them to do the
activity, then check answers as a class. If you notice that
some students are getting the answers wrong, review the
grammar rules.

Put students in pairs and tell them they are going to do a
roleplay. Explain that they will take turns to play a manager
and an employee having a meeting. Give Student As and
Student Bs their part of the worksheet. Tell them to look at
Exercise 2 and their work diary and ask them not to show
their respective calendars to each other. Give them a moment
to read through the entries. Point out that a tick means that
the task has been done, and a cross means it hasn’t.
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» Tellstudents to read the instructions in Exercise 3. Point

out that the questions relate to the jobs their partner has
in their diary. Tell them to start the roleplay. Stress that
they must use the Present Perfect throughout this activity.
If necessary, review how to form questions in the Present
Perfect. Point out that they should use already or yet as
shown, and that they may need to add a verb.

Remind the student playing the employee to also use the
Present Perfect. Tell them to pay attention to the times on the
card to ensure they are using just, already or yet appropriately.

As the manager hears the answers, he/she should put a tick
ora cross in the column. When students have finished both
roleplays, ask them to compare the manager’s checklist with
the employee’s calendar and see if all the items tally.

1
l1la 2a 3a 4b 5b 6a
3

Student A questions

Have you had the design meeting yet?

Have you already done/given the product presentation?
Have you emailed the sales report yet?

Have you already had lunch with the Sales Manager?
Have you sent out the launch invitations yet?

Have you already had the product launch meeting?
Have you had the conference call yet?

Student B questions

Have you already worked on the product report?
Have you had the product testing meeting yet?

Have you already had lunch with the marketing team?
Have you emailed the sales figures yet?

Have you already contacted the product testers?

Have you had the conference call yet?

Have you already had the planning meeting?

6.1 > Vocabulary

Tell students that they are going to practise using
vocabulary about health and safety.

Divide the glass into two groups, Group 1 and Group 2.
Within each group, put students in pairs.

Give each pair the top section of the worksheet, Exercises 1
and 2. Then give the pairs in Group 1 situations A and B, and
the pairsin Group 2 situations Cand D.

Read the instructions for Exercise 1 out loud, and call on two
students to read out questions 1 and 2. Explain that the two
paragraphs describe a different situation where safety was
anissue.

Give the class a moment to read through their two
situations and check if there are any words or phrases they
do not understand.

Emphasise that they should discuss each situation with
their partner and, together, decide what happened next. As
they answer questions 1 and 2 for each situation, remind
them that they should just jot down their ideas in note form
rather than write lengthy sentences.

Draw students’ attention to the word box and remind them
that they should use at least four words and phrases from
this box for each situation. Point out that they may need to
change the tense of some of the verbs.

« When students have finished Exercise 1, put them with
a pair from the other group. Read the Exercise 2 instructions
out loud.

« Tell students to take turns to present their two situations to
each other. Explain that the ‘new’ pair should say what they
think happened next, and what safety rules they suggest.
The original pair should then share the answers they came
up with, and see if both pairs’ ideas are similar or different.

+ Asstudents are working, draw four columns on the board:
A, B, Cand D, subdivided into halves, 1 and 2.

« Discuss the situations as a class. Invite volunteers to call
out theirideas about question 1 for each situation, and also
their safety recommendations (question 2). Write them on
the board as they are given.

Possible answers

1

A 1 We think Olga was injured. Because of the spilled soup,
we think she slipped. She probably fell and hit her knees
hard. We think she hurt her hands, too.

2 First, management needs to record the accident.
Second, we suggest a new rule not allowing food outside
the cafeteria because it poses a risk of injury.

B 1 We think Jack was hurt. Because the heavy boxes were
not put carefully on the shelf, we think they fell and hit
Jack on the head. He probably doesn’t have any broken
bones, but may have damaged his back or neck.

2 First, management needs to hold training programmes
for Boris and Franz. Second, everyone needs to wear a
hard hat in the warehouse. Jack should have been issued
with personal safety equipment.

C 1 We think Melanie was injured. Because she was
wearing a black coat and it was getting dark, the driver
of the car probably couldn’t see her. We think the car hit
her. She fell off her bike and broke her leg. She probably
cut her face and arms, too.

2 First, Melanie has to wear high-visibility clothing
when she cycles, especially in the dark. And we think the
town council should fit cameras and sensors to stop cars
driving too fast.

D 1 We think Dino was hurt. He stood on the broken glass
and cut his feet because he wasn’t wearing shoes. We
think his feet were badly injured and bleeding a lot.

2 First, picking up sharp debris is extremely important
and the task should not be stopped untilitis finished.
Second, family members should always wear something
on their feet when they walk around the house.

6. 2) Grammar

Tell students that they are going to practise using modal
verbs of prohibition, obligation and no obligation.

+ Putstudentsin pairs and give each pair a copy of the
multiple-choice exercise. Explain the task, making sure
everyone understands that the sentences in italics are
paraphrased versions of the correct modal. Pairs work
together to complete the activity. Check answers as a class.

« Ifthe exercise indicates that students are having problems,
do a quick review of each modal verb to reinforce
understanding. Then move on to the game.

« Divide students into groups of three or four, depending on
class size. Tell them they are going to play a game using the
modals they have been practising.



+ Give each group their two sets of cards (plain cards and
shaded cards) in two separate receptacles such as jars,
boxes, bags or hats. It isimportant to keep the two sets of
cards separate.

« Explain that the cards in the first set feature modals, and
those in the second set feature various safety instructions.
Groups play against each other, taking it in turns to draw
one card from each set. They must use that information to
form a sentence that is both grammatically correct and a
correct safety rule. They get one point when they do this,
and those two cards are then removed from the game.

« Thegameis partly based on luck. If two cards cannot
successfully be matched, they must be returned to their
respective jars, and that group skips a turn.

+ The opposing group can challenge any sentence that
they believe is incorrect, e.g. Everyone has to smoke
inside the hospital. Groups should be able to resolve any
disputes among themselves, but be available to arbitrate
if necessary. The winning group is the one with the most
points at the end.

+ You could extend the activity by calling out some of the
sentence stems from the first set of cards and asking
volunteers to suggest new answers of their own.

1b 2c 3a 4c 5b

(Answers for the game will vary. These are just some
possibilities).

Everyone has to carry an ID badge.

You don‘t need to have security doors in all buildings.
We must use metal detectors in airports.

You had to keep your passwords safe.

People didn’t have to wear a seat belt on flights.
Everyone needed to keep meat in the fridge.

We need to have CCTV on buses.

They mustn’t smoke inside the hospital.

We didn’t need to have security cameras in schools.

7.1 > Vocabulary

« Tell students that they are going to practise using
vocabulary about airline customer service.

« Putstudents in pairs and hand out the worksheets. Explain
that, in their pairs students should discuss each set of customer
needs and match them with the most suitable airline. Remind
them that one of the airlines is not suitable for any of the
customers listed. Ask students to ensure they identify how the
airline can provide what each customer needs.

 Getstudents to do the activity. Walk around the room
making sure they are really discussing each item and
making their decisions together.

+ Move on to Exercise 2 without checking the answers to
Exercise 1 (this will be done at the end of the worksheet).

« Tell students they are now going to do face-to-face
roleplays based on the information in Exercise 1. Point out
the notes. Tell students that the travel agent will always
start the conversation. Ask them to alternate roles so that
each student plays the travel agent twice, and the customer
twice. Emphasise that they should try to make the roleplays
sound natural. They should use their own words as much as
possible, and not just read out the text from Exercise 1.

Photocopiables teacher’s notes )|

When students have finished, check which airlines were
matched to which customers and find out if there is
consensus. As students volunteer their answers, ask them to
say what it is about that airline that meets the customer’s
particular needs. Ask why Airline d is not suitable for any of
the customers (no one wants to pay less without also having
another customer service feature such as priority boarding
or personal attention).

Invite different pairs to act out their conversations for
the class.

1
1b 2e 3a 4c

7.2 > Grammar

Tell students they are going to look at some customer
service calls and practise using verbs + to-infinitive or -ing.

Put students in pairs and give each pair a copy of the
worksheet. Read the instructions for Exercise 1 aloud.
Explain or elicit what extract means.

Students work in pairs to complete the extracts. Remind
them to pay attention to the verb that comes before the
gap. Then check answers as a class.

For Exercise 2, read the instructions aloud. Ask students to
discuss the calls and to decide whether the company agreed
to give the customer what he/she asked for.

Move on to Exercise 3 and explain that students should use
the decisions they agreed on in Exercise 2 to continue each
phone call by at least two lines, and to practise roleplaying
them. Point out the example for Call A and get two students
toroleplay it for the class.

At the end, invite volunteers to share the decisions they
made for each situation, writing them on the board as they
are given. If there is time, ask some pairs to act out their
extended dialogues for the class.

1

CallA 1 topay 2 creating 3 toremind 4 cancelling

CallB 1 dropping 2 toreturn 3 sending 4 to pay

CallC 1 tospeak 2 toget 3 waiting 4 trying

CallD 1 ordering 2 torequest 3tobe 4 explaining

2 Possible answers

A Agree to cancel the fee for customers who are never or
very rarely late.

B Apologise and offer to pay for returns if there were
problems with a product the customer ordered.

C Suggest calling at a different time if customers don’t
want to wait on hold for an agent. But, if they really
insist, offer to connect them with a manager.

D Try repeating the thirty-day return policy to the
customer. Continue to explain it calmly and politely,
even if the customer gets angry.
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8.1 > Vocabulary

Tell students they are going to practise using vocabulary
about digital communication.

Put students in pairs, A and B, and tell them they will
interview each other about a specific aspect of digital
communication.

Hand out the first survey to Student As and the second

to Student Bs. Draw their attention to the title of their
respective surveys. Give students a moment to read through
all the statements, and provide an opportunity for them to
ask questions about any items they do not understand.

Do a demonstration so that everyone is clear on how to
carry out the survey. On the board, replicate the first item
in the Student A survey. Create the four headings and label
them Questions, Name, True, False. Underneath it, create
a section for Notes.

In the Questions section, write the first statement from the
survey: Technology helps me to study/do my job in

a very efficient way. Read the statement aloud and call on

a student by name, asking: /s this true or false for you? Write
that student’s name in the Name section. When he/she
answers, tick the appropriate box, True or False.

Now ask this student a follow-up question, e.g. Can you
explain why that is? or Can you give me an example? You
could write this on the board, too. In the Notes section, write
the student’s answer.

Check that students are clear on how to carry out the survey.
If necessary, do another demonstration or two.

Remind students to ask for more information for the Notes
section each time. Emphasise that their completed surveys
should not simply be a series of true or false ticks, but
answers should be supported with reasons and examples.

Allow around 15 minutes for the surveys. Then put all the
Student As and all the Student Bs into separate groups.
Ask them to collate the information they gathered. They
should count up the number of true or false ticks for each
statement and share the different examples and reasons
that were provided.

Now invite various students from each group to share
their findings with the class. Find out whether there are
consistent trends or a broader variety in how people feel
about digital communication in the workplace and in their
personal lives.

8.2 > Grammar

.

Tell students that they are going to practise using the first
and second conditionals.

Give each student their own copy of the first exercise and ask
them to complete it individually. Then check answers as a
class. If necessary, review how both conditionals are formed.

Put students in pairs and tell them they are going to play
a game and compete against each other.

Before handing out the cut-up cards to each pair, do

a demonstration. On the board write: First: |/ be / tired /
if1/ stay up / late and Second: if he / have / a better salary
/ he / buy/ a house. Tell students they will get prompts like
this and their task is to form a correct sentence with the
information in the first or second conditional as indicated in
bold. Invite volunteers to do the examples on the board (/'l
be tired if I stay up late. If he had a better salary, he'd buy

a house.). Encourage students to use contractions where
possible.

Give each pair their set of cut-up cards, ideally placed in a jar
or other receptacle.

Explain that students take turns to pick a card and form a
sentence using the information shown. Pairs should be able
to agree on whether or not the sentences are grammatically
correct, but be available to arbitrate if a pair cannot agree.

When a student forms a sentence correctly, he/she gets a
point, and the card is set aside. If he/she is not correct, his/her
opponent gets an opportunity to form the sentence and win
the point. The winner is the student with the most points.

You might want to set a time limit. You could have students
forfeit their turn if they have not submitted an answer
within 15 or 20 seconds.

At the end, go through the cards one by one, checking
answers as a class.

1

1S2F 3F 4S 5S 6F

Game

1 If we're not satisfied, we’ll complain on social media.
2 Theywouldn’t care if you ignored their calls.

3 If you want more money, they’ll give you extra work.
4 |fshe organised her emails, she wouldn’t be
overloaded.

You wouldn’t have to worry if you protected your
passwords.

6 We’'llwork harder if you give us nicer offices.

7 He'd fixyour phone if you asked him nicely.

8 Ifyou listen carefully, you'll understand how they feel.
9

1

ul

They won't like it if you charge money for wifi.
0 You'd have more free time if you stayed off social

media.

11 She’ll lose the document if she doesn’t save it.

12 Id start my own blog if | had the time.

13 We'd feel happier if they encouraged us.

14 Ifyou don‘t speak clearly, no one will understand you.

15 If everyone helped, we'd finish the project on time.

16 They’ll enjoy social media more if they don‘t rely on it
so much.

17 I'llopen an account if they give me a discount.

18 We wouldn’t succeed if we didn’t have this technology.

19 If he sends another text, I'll just delete it.

20 If they spoke clearly, there wouldnt be problems.






) Reading bank

UnitlD>

1 Read the article quickly and choose the statement that sums up the main idea.

1 More companies plan to increase the number of female managers aged between thirty
and fifty-four over the next three years.

2 Multinational companies in twenty-six countries start programmes to encourage
workers to take career breaks in order to gain more skills.

3 Atelecoms company plans to help people return to work after they have had years
away from their job.

2 Complete the definitions with the words/phrases in bold in the article.
1 People considered for a job or training programme are
2 Anperiodoftenyearsisa

3 is when you meet people involved in the same kind of work to
share information and support.

4 Recruit and are verbs that mean ‘employ’.

5 A is a period of time when people take time away from their job,
for example to look after their children or family.

6 When a woman spends time away from work after she has a baby, it’s
called

7 are in charge of small groups of people, but do not take
important decisions that affect the whole organisation.

8 People working for a company for a short time without pay are on

3 Find the numbers (1-5) in the article and match them with the information they
refer to (a-e).

1 1,000 a countries where the scheme will operate

2 96 million b number of weeks that new mothers can have paid leave

3 26 ¢ number of people Vodafone wants to employ over three years

4 7,500 d approximate number of women around the world on a career break
5 16 e number of management jobs at Vodafone

4 Dpecide if the statements are true (T) or false (F).

1 The ReConnect programme wants to help people return to work after up to five years
out of ajob.

2 Vodafone is not the only company encouraging workers to return to the workplace.

3 Studies show that most women want more support when they return to work after
a career break.

4 Only people who worked for Vodafone can join the ReConnect programme.
5 Men cannot apply to join the ReConnect programme.

6 Vodafone hopes that the programme will increase the number of womenin
management in the company.

156



Reading bank )|

5 without looking at the article, choose the option which best completes each sentence.
Then read the article again to check.

1 Half of Vodafone’s new employees will be in managerial positions and the other half will workin
jobssuch as

a call centres and shops.
b catering and restaurants.
¢ factories and delivery.

2 Some companies offer programmes that include networking opportunities and
a study skills.
b coaching.
c interviews.

3 The Vodafone scheme plans to extend to twenty-six countries and will offer
a paid holiday.
b regulartraining courses.
c flexible working options.
4 The pilot ReConnect programme was successful and the candidates were aged between
a eighteen and twenty-four.
b thirty and forty-five.
¢ twenty-eight and fifty-eight.
5 Vodafone allows new mothers to work fewer hours for six months on
a full pay.

b eighty percent pay.
FT c fifty percent pay.

Vodafone starts programme to recruit career-break women
By Andrew Hill

Vodafone is starting a programme to recruit women who have taken a career break. The
telecoms company aims to hire 1,000 people worldwide over three years. Half will be in roles
such as call centres and shops, and the other half in managerial positions. It hopes to attract
skilled workers who are trying to return to a job after up to a decade out of the workplace.

5 Vodafone's ReConnect programme is the latest in a number of initiatives aimed at encouraging
workers to restart their careers after a break.

Royal Bank of Scotland’s Comeback Programme provides ‘returnships’ of 12—16 weeks,
including work placements, coaching and networking opportunities.

A study prepared for Vodafone estimates that 96 million skilled women aged between 30 and

10 54 are on career breaks worldwide. This includes 55 million who have experience as middle
managers or in more senior roles. Another survey showed that eight out of ten believed that
more support is needed for women who want to return to work.

Vodafone’s programme is not restricted to former Vodafone staff and is open to men as well as
women. However, the group expects most of the candidates to be women, many of whom will

15 have stepped off the career ladder to have children. The scheme will extend to 26 countries.
Participants will have the opportunity to refresh skills and will be offered flexible working
options. An early ReConnect programme in eleven countries recruited 50 people, aged between
28 and 58, who had been out of the workplace for between 1 and 10 years.

ReConnect candidates will account for 10 percent of all Vodafone’s external management

20 recruitment. Those taking part will have the chance to apply for permanent new jobs or to
replace staff who leave. Vodafone believes the programme will help it meet its target of increasing
the proportion of women in its 7,500 managerial roles from 27 percent to 30 percent.

In 2015, Vodafone became one of the first multinational companies to offer new mothers equal
minimum maternity leave — set at 16 weeks — around the globe. It also offers full pay for new
25 mothers for a reduced 30-hour week during their first 6 months back at work.

»157 ¢



| Reading bank

158

Unit2D>

1 Before you read, check that you know the words in the box. Match them with
their definitions.

assembly reputation revenue testing weld

1 theincome of a company:
2 putting different parts of a product together:

3 join two parts together using heat:
4 checking that everything works correctly:
5 the opinion that people have about a brand or company:

2 Read the article quickly and find the following. Use a dictionary to check any
words you don’t know.

1 two things the factory robots do:
two factory actions carried out by humans:

the year the first Royal Enfield was produced:
the year production of Royal Enfield motorbikes stopped in the UK:

u BH W N

the price of a Classic 350 in rand and dollars: ,

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

Six times more cars than motorbikes were sold in India in the financial year.

Companies such as TVS help promote India’s reputation as a key manufacturing centre.
The only vehicle manufactured by TVS is motorbikes.

Eighty percent of the revenue of TVS comes from the home market.

Global companies recognise that manufacturing in India is better now than in the past.
Royal Enfield’s bikes are popular because they are less expensive than their competitors.
Wages in the Indian IT industry started to increase after 2010.

N o v B WNR

4 \Which text summarises the main information in the article?

1 Global companies are now moving their production bases to India due to the huge
market for luxury motorcycles and scooters. Industry leaders in the automotive sector
are sending their top engineers to factories around the country in order to test quality
control and use of robotics in assembly.

2 The government and business leaders in India are keen for the country to be known
around the world as a base for high-quality manufacturing. They are promoting key
transport industries such as scooter and motorcycle production. Human expertise
and robot technology are used in factories to make vehicles both for the large home
market and also to export abroad.

3 The automotive industry in India is experiencing slower growth compared to other
sectors. The number of motorcycles produced each year will soon overtake the number
of cars being sold. The most popular classic motorcycles such as Royal Enfields are
finding new markets in Egypt and Indonesia amongst young professionals.

5 Match 1-5 with a-e to make collocations used in the article. Which pair is written
as one word?

1 joint a leader
2 production b room
3 manufacturing ¢ venture
4 show d line

5 market e centre
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6 Complete the sentences with collocations from Exercise 5.

1 Thefactory workers assemble the product on the and it’s then
tested and sent to the customer.

2 Our company worked closely with an organisation in Warsaw on a
to produce a new self-drive vehicle for the automotive sector.

3 Thenew in Milan will contain a range of luxury bikes and
sports cars.

4 Bangladesh is a major for the textile industry.

5 Theyare currently the in this sector but sales have fallen

FT this year.

India’s motorcycle manufacturers
Simon Mundy in Mumbai

More than 16 million motorcycles and scooters were sold in India during the financial year,
far more than in any other country and nearly six times the number of passenger cars sold.
Exports in that same period reached 2.5 million, up from 1.5 million five years before.

The TVS Apache is a lightweight Indian motorcycle. At a time when the government is trying
5  topromote India as a manufacturing centre, TVS and its peers provide encouraging examples.

The Apache can be purchased in showrooms from Bogota to Jakarta, while TVS’ three-wheeled
autorickshaws are on the streets of Cairo and Addis Ababa. ‘We're hoping that within the next
three years, exports should be thirty-five to forty percent of our sales,” says Venu Srinivasan,
chairman of TVS, which currently generates about twenty percent of its revenue abroad.

10 In a nearby building at TVS’ plant at Hosur in southern India, robots weld and seal
motorcycle parts while human workers perform testing and assembly.

On one production line, two visiting engineers from Germany inspect motorcycles made for
BMW. The European company’s decision last year to move production for the global market
to an Indian partner reflects an improved reputation for manufacturing quality in India.

15 Siddartha Lal is the chairman of Eicher Motors, the company which owns the motorbike
producer Royal Enfield. The first Royal Enfield is the world’s oldest surviving motorcycle
brand. It started in the UK in 1901, but production in the UK stopped in 1970. It now
continues to be produced in India as a joint venture.

Royal Enfield has experienced increasing sales at home for its relatively expensive bikes.

20 The popular Classic 350 retails for about Rs130,000 ($2,000), compared with less than
Rs50,000 for Hero Motocorp’s Splendor, the Indian market leader. Royal Enfield sold
60,113 motorcycles last month, compared with fewer than 52,000 in the whole of 2009.

Mr Lal points to the emergence of prosperous young consumers over the past decade. ‘By
2010, the IT and consumer goods companies in India were more mature, and starting

25 salaries, which had been absolutely awful, started looking up. So now there are more single
young men willing to spend a bit more on themselves,’ he says.
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1 Read the article quickly. Match the names (1-3) with the information (a-c).
1 Kristine Van Cleve a creators of Scrum
2 Ken Schwaber and Jeff Sutherland b abusinessacademic
3 Hirotaka Takeuchi ¢ headofadentallabinthe USA

2A Complete the diagrams about the project management process with Agile
or Waterfall.

1 : each department works in sequence
department 1 completes part of task and sends product/documents to department 2

department 2 completes task and sends to department 3
1
send final product to customer

2 : teams from various departments work together
daily update meeting
1

develop first stage in period of less than one month
1

send latest version of product to customer
1
customer gives feedback

work on product continues
!

daily update meetings

1

send to customer again

B Read the article again and answer the questions.
1 Which project management method was used first?

2 Which method does the article suggest is more successful? What factual information
helped you to decide on your answer?

3 Which method takes less time between the start of making a product and when it is
delivered to the customer?

3 Complete the table with the words in the box.

budget collaborate done individual progress retrospectives stand-up users

A successful Waterfall project is completed: | Scrum stages on Post-it notes:
-in areasonable time period. +Todo
« within ! . «In?3
« to the satisfaction of 2 et
Three types of Scrum/Agile meeting: Reasons some team members resist:
.° - they don’t like to’
- planning (before Sprint) - they like to be the stars
.© « less room for
heroics and rewards
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4 Match the words from the article (1-5) with their definitions (a-e).
1 signed off a things that make progress difficult

2 top-down b make something better

3 obstacles ¢ manager says what to do and team follows orders
4 improve d work closely together

5 collaboration e officially approved

5 Complete the summary with words from Exercise 4.

Some company managers prefera? approach to project
management, where team members take orders from the project leader and give progress
reports at each stage of the project. With this method, every stage of a project needs to
be? as each department completes their part of a task. More
modern methods of project management encourage regular meetings that help the group
to discuss their work on the project and explain any 3 that could
delay deadlines. Rather than wait for a finished product, the teams work in

with customers and clients. They share the work while it is in
FT progress and discuss developments with the client and use their feedback to

the product before it is finalised.

How project management turned into a Scrum
By Lisa Pollack

The performance gap between the newer Agile ways of working and more traditional styles of top-down,
plan-driven project management is huge.

The most commonly used old approach, Waterfall, has a success rate of just eleven percent. A successful
project is defined as one completed in a reasonable period, within budget and to the satisfaction of users.

5 Waterfall involves a lengthy process of gathering and documenting all aspects of the new product. The
documents are passed through assorted departments to be signed off.

In 1986 two professors, Hirotaka Takeuchi and Tkujiro Nonaka, wrote a paper in the Harvard Business
Review which declared that ‘the old, sequential approach to developing new products simply won't get
the job done’. The ‘relay race’ wasn’t working — this is where departments completed their part of a task

10  and then handed over the project to the next department. Instead, they recommended that people from
different parts of a company work together like a team in sport.

Jeff Sutherland and Ken Schwaber are the co-creators of Scrum, an Agile approach to project
management. According to research, projects that use Scrum or other Agile approaches have a thirty-
nine percent success rate.

15 The term Agile came from seventeen software engineers who got together to write down their ideas
in a ski resort in Utah in 2001. They highlighted the need for close collaboration with customers and
responsiveness to change. Sometimes it could take months between the start of a project and product
delivery. Instead, they suggested that teams from different departments worked on the product together
for short periods. The aim was to be able to quickly show the unfinished product to the customer, who
20 could make suggestions. The team would use the comments to improve the product for the next stage.

Scrum calls its development cycles ‘sprints’. These often last less than a month. Instead of detailed
requirements, there are very brief descriptions of what a user wants from a feature and why. This
information can be shown on Post-it notes arranged on a board in columns labelled To do, In progress
and Done.

25  There are daily ‘stand-up’ meetings where members give updates, including any obstacles others might
help with. There are also planning meetings before a sprint, and ‘retrospectives’ afterwards to discuss
process improvements for the next sprint.

An example of a company which uses Scrum is DPS Dental, a small dental lab in Towa. Kristine Van
Cleve, the lab’s president, says it was difficult at first. “‘We have pockets of resistance,” she says. ‘Some

30 don’tlike to collaborate. They like to be the stars.” With the focus on the team, there is less room for
individual heroics and rewards. Nonetheless, Ms Van Cleve thinks Scrum will be useful for her business.
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1 Before you read,choose the correct definition (a or b) for the words in bold in these
sentences. Then read the article to check your answers.

1 The company made alterations in order to tailor the product to the target market.
a make changes to something to fit different requirements
b use material to increase the size of a product

2 Hershey and Mars Inc. are examples of global companies that make confectionery
products such as Reece’s Pieces, M&Ms and Mars bars.

a sweetsand chocolates
b fruitand vegetables
3 There were fluctuations in the market, which meant that profits rose and then fell.
a things remaining steady for a long time
b unexpected increases and decreases
4 Thisis a universal product which is suitable for global markets.
a designed for a range of different countries and situations
b designed for a specific market

5 Some customers prefer to buy from homegrown companies rather than global
organisations.

a fromarange of countries
b from own country
6 Atthe moment, the best-selling items in our eye range are mascara and eyeliner.
a cream for the face
b colour for eyelashes
7 We are offering regular clients a makeover to demonstrate our new range of cosmetics.
a change of style for hair and make-up
b new health and fitness exercises

2 Which summary matches the content of the article?

1 Large companies agree that marketing campaigns should be adapted to local markets.
Some companies have found that cosmetics are more difficult to promote than other
products.

2 Some global companies are making changes to their product range to reflect what local
customers prefer. They are also considering the differing requirements of individual
geographic areas.

3 Universal products are generally cheaper to produce compared to adapting goods to
a specific market. Many Western brands will only adapt their range to local needs if
research shows that they will be guaranteed to make a profit.

3 Match the information (1-5) with the paragraph it appears in (A-E).
1 company extends productrange

what's happening as a result of competition ____

examples of changes to marketing message ____

strategy company used to demonstrate product

three types of products changed

u B W N

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

Companies are starting to use models and music from the local area in their marketing.
Quiet stereos were introduced to one African market.

In some areas, products need to adapt to power supplies that are not always steady.

In the past, poor research meant that products were not adapted for the local market.
Oriflame introduced everything in its product range to the African market.

AUl B WN B

Local supermarket chains are in competition with Western cosmetic brands.
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5 Choose a word in italics from the article to complete the sentences.

1 Consumers in local markets have different tastes / results in terms of flavours.
As well as confectionery, the company also produces sweeten / soft drinks.
They didn't do enough market competition / research on the product range.
The organisation set out / up branches in China and Brazil last year.

u B2 W N

The new online marketing campaign encourages customers to spread the word / brand
F I to their friends and family.

Companies adapt to local African markets

By Katrina Manson in Nairobi

A Big companies are beginning to tailor their marketing messages for global contexts. As
aresult, they are increasingly choosing local models, languages, music and food to
reach target audiences. In addition, some companies are beginning to adapt their
products to the tastes of local markets.

5 B This can be seen in Africa, where manufacturers of soft drinks and confectionery
typically sweeten products aimed at home markets, while South Korea’'s Samsung
recently brought out extra-loud stereos to appeal to Nigerian consumers. Other
examples include fridges that can be used where electricity is unreliable due to power
cuts and fluctuations in the electricity supply.

10 € One European corporate executive remarks that in the past, companies had a habit of
introducing universal products to the African market as they had not bothered to do
market research. But that is changing now with the arrival of competition, particularly
from homegrown African companies.

D Swedish beauty company Oriflame set up in East Africa last year, but could only
15 introduce 300 products from its full range of 1,500. Some of its make-up was developed
for the Indian market, but the company plans to introduce darker shades of foundation
for an African range soon.

E Often, the cosmetic products are so entirely new to local markets that customers are
confused. ‘Some of our customers try to put black mascara on their lips — they don’t
20 know what it’s for,” says Tracy Wanjiru, at East Africa’s largest supermarket chain
Nakumatt.

The company set up free nail bars and makeovers to spread the word and tempt new
custom for more expensive Western brands entering the market, including Revlon and
L'Oréal’s Maybelline.
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1 Before you read, choose the correct definition (a or b) for the words/phrases in

bold in these sentences. Then read the article to check your answers.

1 Design and innovation are intrinsically linked and often work together.
a completely different
b very closely connected

2 Design companies don’t always have the resources to spend on developing their ideas.
a finance
b employees

3 Notallsuggestions make the grade, but the team knows that we listen to their ideas.
a aretested
b are successful

4 The engineers made a model of the design but we needed to produce 1,000 for our
customer and it was too expensive scaling up production.
a increasing the amount of materials required to produce a larger number of products
b saving money by using more than one manufacturer to produce products

5 Small companies can save money if they work collaboratively, for example by sharing
ideas or equipment.
a together
b in competition

2 Complete the sentences with words/phrases from Exercise 1.

1 Some of the best designs are a result of the team working and
sharing ideas.

2 We researched the equipment and that we needed to complete
the project and then we agreed a budget.

3 Good looks and usefulness are when designing products for the
home.

4 Eduardodidn't in his exams last term but his latest work shows

significant improvement.

3 Read the article quickly and match the sub-headings (1-5) with the sections of the
article (A-D). There is one extra sub-heading which you don’t need to use.

1 What challenges do small design firms face?
What are design skills used for?

How do small design companies work together?
How much finance is required?

What should good design and innovation do?

u B W N

4 Read the summaries of sections A-D. Replace the words in italics with the words in
the box.

critical  distribution visionary work spaces

A There are many imaginative design companies that create interesting products for their
customers by using existing or future trends.

B Production and delivery to customers and retail outlets is expensive for small
companies.

C Financeis essential to help small design companies to grow.
D Some companies work together by sharing offices or design studios.
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5 Decide if the statements are true (T) or false (F).
1 Thedesign sector doesn’t have enough companies with interesting ideas.

2 Forsmall companies, investment is particularly important during the later stages of
development.

3 Innovation requires time and money to experiment on ideas that work and also on ideas
that dont work.

4 William Mitchell believes that finance for small design companies is essential to help them
develop and have future success.

5 4CDesign think thatif a product looks good then it doesn’t always need to be useful.

6 The main reason that designers and engineers need more funding is to spend time creating
effective marketing campaigns.

The funding dilemma for small design firms
By Steve Hemsley

A Design and innovation are intrinsically linked, with both able to significantly improve
business performance.

The design sector is full of visionary companies and individuals using their skills to
develop products and services for their clients, solving problems or connecting with

5 consumers in a particularly effective way. Great designers could be tapping into a trend
or predicting a new demand from customers.

B However, design companies face unusual challenges, particularly when they are small
businesses. Anything new requires investment at an early stage of its development,
and smaller design businesses can struggle to support their R&D strategy and facilities.
10 Without the resources to spend on great new ideas — and on ideas that never make the
grade — it’s easy for innovation to stagnate as a business struggles to juggle the demands
of sustaining existing client work with developing their product range or breaking new
markets.

Often, an SME* in the design or engineering sector will produce an innovative idea
15 which proves incredibly popular. However, scaling up production or distribution can be
areal challenge or even impossible without adequate funding.

C 4C Design are successful innovators who understand how important future investment
will be if they are to reach their full potential. 4C Design’s founder, William Mitchell,
says funding is critical to continue expanding. He believes that no product design

20 or engineering company can survive without innovation, but he stresses that any
invention or creative advance must solve a real problem.

‘Thave always been excited by design and I appreciate products that work well, look

good and have been put together well,” he says. ‘But we do have a natural filter within

the consultancy to only work on projects that use innovation to create something new
25 and useful. It essentially has to solve a problem and not just clog up your life.’

D Many SME design companies are keen to work more collaboratively with similar
businesses. There is a trend, for example, for designers to support each other by sharing
ideas and even work spaces. But smaller design and engineering firms need investment
to enable them to devote their time and expertise to doing what they do best creating

30 great products.

*Small or Medium Enterprise
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1 Before you read, check that you know words 1-7. Match them with their

definitions (a-g). Use a dictionary to help you if necessary. Then read the article
to check your answers.

1 hacking a sending emails designed to gain secret information such as

2 firewall computer passwords

3 phishing b arange of dishonest schemes

4 cyber ¢ related to computing, information technology and the internet
5 scams d gaining unauthorised access to data in a computer system

6 breach e anetwork security system to prevent unauthorised access to

7 watchdog computer data

an organisation or person that makes sure rules are followed
g abreakdown in security

Read the article again quickly and match the sub-headings (1-4) with the sections
of the article (A-D).

1 Tips to help a company prepare for a cyber attack
2 Acomparison of employee and computer safety

3 Acar company experiencing many cyber incidents
4 Examples of two types of computer attack

Choose the correct option (a, b or c) to answer the questions.

1 How many days does it take most companies to realise that a security problem has
occurred?

a almost 100 b fewerthan 60 ¢ about?7
2 Who disapproved of the way Yahoo! handled the security problem?
a investors b customers ¢ both

3 Whyisitadanger to trust the security controls set by the company that supplies the
computer network?
a Theycould already have b They might not be ¢ Theydon't have
avirus. secure enough. firewalls.
4 Whatdid the hacking of San Francisco’s public transit system affect?
a safety b health € payments

Find words/phrases in the article with a similar meaning to the following.
A 1 criminal

move money from one bank account to another
too trusting
unfriendly

main objectives

tidy up
paying attention and being interested
at the centre

O NV A WDN
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Complete the sentences with words/phrases from Exercise 4.

1 The customer realised that he had been when he gave his
password and card number to a stranger, but explained that he thought that the email
was from his credit card provider.

2 Asaresult of the security breach, the bank advised customers not to

money to unknown accounts.

3 Trustis of a company’s relationship with its clients, which is why
the company must communicate quickly when data is hacked.

4 Asuccessful business needs teams that are and motivated.

5 Inthe meeting, we decided that the two main are to review

cyber security and check our staff guidelines.
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How to turn cyber attacks to your advantage
By Andrew Hill

A When handling hacking, the main weaknesses in most organisations are not
technological — firewalls, software —but human. Since a villain pressed ‘send’ on the first
phishing email, the human factor has played a part in cyber plots.

For example, scams where the widow of a general promises you money to help transfer
5 their fortune — gullible people who believe the first sentence are most likely to trust the
rest of the tale.

More recently, criminals have started making attacks to demand money from a

company or threaten to create problems with its share price. Again, the approach uses

basic human weaknesses. As a senior executive, you may well not know whether the
10 hack is real or not — it still takes at least ninety-nine days for companies to discover

a security breach, says consultancy Mandiant. So, are you prepared to risk saying that

the news is fake?

B Big companies are under hostile cyber fire all the time — Volkswagen said it was
facing 6,000 attacks a week — so it would be better to start thinking of the threat as
15 an opportunity. As Amitava Dutta and Kevin McCrohan of George Mason University
wrote in the early days of cyber risk, ‘information security is not a technical issue; it
is a management issue’. Leadership, culture and structure (or lack of them) have a
‘significant impact’ on what happens in an attack. So check your company’s priorities.

C Spring-clean your structure. Organise files and throw out what you don’t need. Find out
20 what information you hold and where.

Update lines of communication, internal and external, and reexamine what your
response will say about your attitude to different interests. For two years, Yahoo! failed
to reveal a huge security breach as it tried to sell its core business, inviting criticism from
customers, investors and watchdogs.

25 Make sure your staff are engaged. Carelessness about security may suggest reduced
loyalty, risk taking, or worse, potential attacks from inside your own organisation.

Review your network. The computer security controls set by the supplier may not be
secure. This could allow a virus to find a way in and infect the computers in
your company.

30 Finally, be prepared. Executives’ first reaction to a breach is often to spend time asking
‘Who did this to me?’, followed by a search for the ‘guilty’. By contrast, when San
Francisco’s public transit system was held hostage by cyber attackers, managers were
prepared and were able to decide quickly to open the gates and allow free travel. But
if hackers had attacked safety rather than payments, the correct decision would have

35 been to close the network.

D Good cyber security, like worker health and safety, is becoming obligatory, said Elizabeth
Corley, vice-chair of Allianz Global Investors.

Hackers may be inadvertently performing a useful service: prompting executives to fix
the human weaknesses at the heart of their organisations.
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1 Read the title of the article and choose the option (a, b or ¢) which best explains
its meaning.

a The customer services department of a company makes a complaint.
b Anew company plans to make it less difficult to complain.
¢ Acompany complains about start-ups’ customer services.

2 Read the article quickly. Then read these sentences and choose the correct
definition (a or b) for the words/phrases in bold.

1 Ifyou are waiting on hold, you are likely to be on the

a phone. b internet.
2 Ifyou rip off someone, you their time, money orideas.
a buy b take

3 When a person is matter-of-fact, they are calm and
aunemotional. b bored.

4 The lion’s share of somethingisthe ____ part.
a largest b smallest

5 Twitter storm and the one-star TripAdvisor review both referto ____feedback online.
a positive b negative

6 \When someone vents their rage, they express a strongor ____emotion and say or write
what they are thinking at that moment.
a angry b excited

7 People or software that get smarter become more
a enthusiastic. b intelligent.

3 Read the article again and complete the gaps (1-5) with these phrases (a-f). There
is one extra phrase you don’t need to use.

a social media sites

saving your branding
cancellations and lost bags
during the holiday period
before making a complaint
fillina form

- Do a N T

4 Decide if the statements about Michael Schneider and Service are true (T)
or false (F).

1 Michael Schneider had the idea for the company after personal experience of waiting
for his complaints to be dealt with by customer services.

2 He thinks that customers usually explain the problem well when they deal directly with
customer services.

3 Service charges customers $300 to help with their complaint.
4 Complaints about travel make up about fifty percent of Service’s business.

5 Start-ups which have not succeeded gave customers a place to complain about service
but did not try to solve the problem.

6 Service aims to have a large workforce in the future.
7 AsService gains more experience, it learns to solve complaints more quickly.
8 Sofar, all of the problems have been difficult to solve.

5 Pput the steps in the correct order (1-4) to make a complaint using Service.
a Service explains the problem to the company.
b The customer gets the money.
¢ The customer completes a form online.
d Service and the company negotiate and agree an amount.
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Customer service start-up aims to take pain out of complaints

By Malcolm Moore

A Los Angeles start-up wants to save people from waiting on hold on customer service helplines by
resolving their complaints for them.

‘The idea for the company was me wasting too much of my time dealing with customer service,’ said
Michael Schneider, the founder of Service. ‘If you deal with it yourself, you feel you are losing your
5 time. If you do not do anything, you feel like you have been ripped off.’

Service, which has raised almost $4 million in seed funding, asks customers to !
on its website or app. It then tries to negotiate a settlement with the poorly performing company.

‘We are more efficient. Customers are often not the most articulate and can often be emotional. That
makes the job more difficult at the other end. We are not emotional; we are matter-of-fact,” said
10  Mr Schneider.

Service processes more than 100 requests a day and recovers just under $300 on average for
customers. ‘The biggest area is travel, with the lion’s share being airline delays and

2 ," he said. ‘Travel makes up half our cases. Then there is retail: Amazon,
Home Depot and Best Buy and telecoms companies, with queries over cable and mobile phone bills.’

15 Mr Schneider said Service planned eventually to make money by charging either consumers or the
offending companies. ‘My goal is to go to these companies and say not only are we saving you money
by having people not call your call centre but we are * by preventing the
angry Twitter storm or the one-star TripAdvisor review.’

A number of failed technology start-ups have in the past attempted to name and shame bad

20 customer service by giving consumers a place to vent their rage online. In recent years, several
companies have focused on using * such as Twitter to respond to unhappy
customers.

Service only employs eleven staff but said it would take on another person °
‘Our eventual goal is to have the software do most of the work,” said Mr Schneider. ‘Every time we solve
25 acase, the software gets a bit smarter. The first time we called British Airways we had no idea what
we were doing,” he said. ‘Now we have mapped most large companies so we know the quickest way to
resolve problems. Some companies are easy, some are more difficult.’
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1 Read the title of the article and choose the option (a, b or ¢) which best explains
its meaning.

a how to make your computer more secure and safe for the future
b ways to avoid competitors stealing your ideas for new technology

¢ how to make things better, not worse, when you make mistakes using electronic
communication

2 Read the article quickly and match the sub-headings (1-5) with the sections of the
article (A-E).

1 Abanking mistake

I make mistakes too

What not to do

Errors in emails sent to me
Why mistakes are made

u B~ W N

3 Read the article again. Then read these sentences and choose the correct
definition (a or b) for the words/phrases in bold.

1 Karlhas made another blunder on the invoices. He doesn’t pay attention to his work.
a request b mistake

2 Experts advise that workers who juggle tasks are less likely to do a good job.
a do more than one thing at time b take frequent breaks

3 When I watch TV while messaging and writing a report, | can suffer from digital overload.

a the effect of using too many devices b the result of forgetting to turn off devices
atthe same time

4 Asrequested, the customer transferred €2,500 and it arrived in our account this morning.

a sentthe money by electronic banking b made a credit card payment
5 Isitbetter to recall an email when you make a mistake or simply apologise?
a request delivery confirmation b retrieve an email that has not yet been opened

4 Which statements describe the writer’s attitude to mistakes? Is the information
true (T), false (F) or not given (NG)?

She gives examples of errors made by three colleagues.

She thinks we are making more mistakes than in the past.

She always checks her emails and never makes mistakes herself.
Sometimes she suffers from digital overload.

She is surprised that big mistakes don't happen more frequently.
She thinks the bank worker should have been fired for his mistake.
When you make a mistake, say ‘sorry” and carry on.

She has never searched for a recalled email to read the message.

O NO VT A WNR

5 Match the email extracts (1-4) with the people who are likely to have made
the mistakes (a-d).

1 I'mafraid the money was sent in error and needs to be returned immediately.
Congratulations on your promotion - well done!
Pieter worked in Hong Kong for six months. After that Peter moved to Shanghai.

H W N

Your work will be more productive if you concentrate on one task at a time.

the writer
the PR woman
aresearcher

Qa nNn T 9

a bank worker
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6 Complete the communication tips with the words/phrases in the box.

correct hasty inbox mis-typed pay attention spelt

It'simportantto! when writing because if you concentrate,

you will make fewer mistakes. If you do make an error in your communication,

make sure that you 2 it quickly. Careful checking will

help to avoid most mistakes. Before you hit ‘Send’ are you sure that you haven't

: an email address or # aword
incorrectly? Simple details are sometimes the easiest things to get wrong, especially
when writinga® message while you are doing more than one
thing at a time. When you look in your ® ,you will find plenty of
examples of emails containing errors that are easy to avoid. Try to make sure that your
communication doesn’t contain the same mistakes.

The best way to recover from a technological bungle
By Pilita Clark

A The other day when I got to work, I found an email from a PR woman I have never met
congratulating me on my new job at City AM, a newspaper I have never worked for.

‘Sorry,” she wrote in a hasty follow-up mail. ‘Clearly not concentrating.’ The next day
I heard from two men, one from an investment bank, the other a credit-rating agency.

5 Both had made email muck-ups they needed to correct. These people are far from alone.
The idiotic mistakes we make at work are awful and getting worse.

B Iknow this because I make so many myself. The other week I gave one colleague a mis-
typed email address for someone she needed to contact and another the wrong date for a
meeting. Then I nearly wrote a story with the name of one person spelt two different ways.

10 C Researchers have been warning for years that people who constantly juggle emails, texts
and messages do not memorise or manage their work as well as those who pay attention
to one thing at a time. Digital overload has been estimated to cost as much as $997
billion a year in lost productivity and innovation, just in the USA. No wonder, when it is
claimed we tap and swipe our phones an average of 2,617 times a day.

15 D Iam astonished that the levels of office bungling are not far worse. It is still quite rare
to see a huge blunder, such as the $6 billion a Deutsche Bank worker accidentally
transferred to a customer a couple of years ago.

E One biglesson I have learnt is this: if you do happen to send an idiotic email at work,
unless you have caused a stock market meltdown, just apologise and move on. Never try
20 to recall it.

Alook through my inbox shows there was only one month this year — August — when
I did not get at least one message from someone announcing they ‘would like to recall’
an email. In almost every case, I did what everyone does in this situation: I tracked
down the note to see what it said.
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Unitl>

13
2 candidates
decade
Networking
hire
career break
maternity leave
Middle managers
8 work placements
3 1c2d3ade 5D
4 1F 27T 3T 4F 5F 6T
5 1a2b 3c4c5a

Unit2>

1

NoOouhsWNR

=

revenue

assembly

weld

testing

reputation

weld, seal

testing, assembly

1901

1970

5 Rs130,000 $2,000

1F 2T 3F 4T 5T 6F 7T

2

51c2d 3e 4b 5a
Showroom is written as one word.

production line

joint venture

showroom

manufacturing centre

market leader

Unit3D>

1 1c2a3b
2A1 Waterfall

2 Agile
Waterfall
Agile (39 percent success vs. 11 percent for Waterfall)
Agile
budget
users
progress
Done
stand-up
retrospectives
collaborate
individual
e 2c 3a 4b 5d
top-down
signed off
obstacles
collaboration
improve
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N
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Unit4>

11a2a3b4a5b 6b 7a
2 2
31D 2C 3A 4E 5B
4 1T 2F 3T 4T 5F 6F
5 1 tastes

soft

research

up

word

Unit5>

11b2a3b4a 5a
2 1 collaboratively
2 resources
3 intrinsically linked
4 make the grade
1B 2A 3D 4notused 5C
4 A visionary
B distribution
C critical
D work spaces
51F 2F 3T 4T 5F 6F

Unit6>

11d2e 3a4c5be6g7f
21C 2D 3B 4A
3 1a2c3b4c
4 1 villain

transfer

gullible

hostile
priorities
spring-clean
engaged

atthe heart
gullible

transfer

at the heart
engaged
priorities

Unit7>

1b

2 1a2b3a4a5b6a7b

3 1f 2c 3b 4a 5d (eisnotused)
4 1T 2F 3F 4T 5T 6F 7T 8F
51c 2a3d4b

upspwN

w
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Unit8>
1lc
2 1D 2B 3E 4A 5C
3 1b2a3aé4asbb
4 1F 2T 3F 4NG 5T 6NG 7T 8F
51d 2b 3a 4c
6 1 payattention

2 correct

3 mis-typed

4 spelt

5 hasty

6 inbox
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1 > Emails

Lead-in n general, emails are either informal or formal/semi-formal. Emails to people inside your
organisation may use less formal language than those sent to people outside of the company.
Before writing an email, think about the level of formality needed and make sure the information
you want to communicate is clear to the reader:

1 Whoisthe email to and what level of formality is needed?
2 |s the main information that you want to communicate clear to the reader?

Model answers

Dear Miku and Chris,

I'd like to introduce myself to you both. My name is Luiz Sousa and | am the new project leader for the Marshall
account. Before joining the team, | worked in a similar role in the PR department of Kline and Marriott Associates
for almost a decade.

It's a pleasure to work with you on such an exciting account. You've both worked on this project for some time and
| would therefore like to discuss the background and hear your ideas.

I’d like to request a meeting on Tuesday 12th at 10 a.m. This will be both an update meeting as well as a discussion
on how to proceed with this account. Could you let me know if this is convenient for you?

In the meantime, could you prepare a brief update report for me to read prior to the meeting? Chris, I'd like to know
what strategy has been used in managing the Marshall account. Miku, it would also be useful to have a summary of
any interaction with this client in the last six months.

I’m looking forward to meeting you both and working with you on this project.

Kind regards,
Luiz

Hi Miku and Chris,

Many thanks for attending the meeting on Tuesday and for preparing the project updates. Both were very
productive and informative.

As we discussed in the meeting, strategy for managing the Marshall account hasn’t changed in over two years.
However, the industries and sectors that Marshall operates in have experienced many technical advances in recent
years. In order to do the best for our client, we agreed that we should explore a variety of potential new directions
for the account. Please find below a summary of the main action points from our meeting:

« Chris to research and share information related to technology and energy industries and automotive sector for
the Marshall account. Deadline Monday 18th.

+ Team meeting (Chris, Miku and Luiz) to finalise strategy and prepare presentation. Tuesday 19th.

» Miku to contact Dev Saunders and organise initial meeting to share findings and discuss expansion of the
Marshall account. By Thursday 21st.

» Luiz to present new strategy to board of directors at Marshall. Arrange by w/c 25th.

Thank you again for sharing your thoughts and ideas. This is an exciting opportunity to explore new directions for
this key account. Feel free to contact me if you have any questions.

Best wishes,
Luiz

Subject: Customer service feedback
Dear Sir or Madam,
| am writing to thank you for the excellent customer service which | experienced when hiring a car from your company last week.

While travelling on business with two colleagues, we hired a Hyundai Tucson to drive to a conference in Budapest. Unfortunately,
on the second night of our stay the car was stolen. When we spoke to your customer care team, the response was excellent. Within
two hours one of your representatives, Gergo Belov, had driven to our hotel and delivered a replacement vehicle. In addition,

Mr Belov stayed with us and helped complete the insurance form. | wanted you to know how much we appreciated his assistance.

We look forward to returning to your beautiful country in the future and we would certainly use Alcan Car Hire again.

Yours faithfully,
Max Hastings (HR Director)
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Functional language
Starting and ending an email
Formal/Semi-formal Informal
Greeting Dear Sir or Madam, Hi/Hello, Anton,
Dear Ms/Mrs/Miss/Mr/Dr Peck, Good morning, Jasmine,
Dear Katrin,
Closing I'm looking forward to our meeting next week. Looking forward to speaking on Thursday.
Do let me know if you have any queries. Feel free to contact me if you have any questions.
Perhaps we could arrange a lunch meeting to discuss? | Shall we have a brief chat to discuss progress?
It was a pleasure meeting you and thank you for It was great meeting you and thanks for your interest
choosing our company. in our company.
Please do not hesitate to get in contact if you require Let me know if you need anything else.
any further information.
Signing off Kind regards, Best wishes,
Regards, All best,
Yours,

Main sections of an email

Linking to previous
communication

Many thanks for attending the meeting.
It was great to meet you last week.

Introducing yourself I'd like to introduce myself, I'm ...

Can | take this opportunity to introduce myself. My nameiis ...

I've recently joined the finance team.

I'm the new Sales Manager.

I'm delighted to join the team in my new role as Media Coordinator.
I am the HR Director at LMK.

In my previous position/role | worked in the manufacturing sector.

Thanking I am writing to thank you for your help arranging the training seminar last week.

I am writing to say thank you for the excellent service that we received at your hotel during our visit.
Thank you very much for your help with our order.

We really appreciate all your hard work on this project.

I would like to take this opportunity to thank you for your help.

We appreciated your assistance with the presentation.

Your team was most helpful and the event was a great success.

We would recommend your products and excellent service.

We would certainly use your company again.

Requesting an update Could you prepare a brief report to update us?
Can you let me know where we are with the Andrews project?
Would you talk me through the stages of the process?

I'd like to request a meeting to discuss how the project is progressing.

Action points

These list points where action is required and add the name of the person who will do the task.
Note: Bullet points and numbered lists are often used to summarise action points. For more information, see Instructions and
warnings, in section 4 of this Writing bank.

As we discussed in the meeting, the date of the office move is now 26th April.

The aim of the meeting was to discuss important changes in the pharmaceutical industry.
Here is a summary of the main action points from the meeting:

Please find below a list of the key points from the meeting:

Here are some phrases and acronyms that are used when discussing dates and deadlines:
w/c - week commencing (the date at the start of the week) WWe'll finalise the brochure w/c 24th May.
EOD - end of day I'll send you the update by EOD Monday.
latest - the final date/time that something is needed The team will need the marketing data my Friday morning latest.
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Model answers

2 ) Letters

Letters usually have a more formal style than emails and do not usually use contractions.
The greeting and ending of a letter changes when you know the name of the person that
you are writing to.

Letter confirming an order

Natalia Bray Marcus Dale
Kendal House Sales Manager
Westfield Business Park Bloom Floristry Supplies
Newmarket 22 Lark Avenue
NMS82 SJP Ashford

Kent

KH12 OPA

Wednesday 4th October
Dear Ms Bray,

Re: Order 245192/DS

Further to our telephone conversation on Monday, I am writing to confirm your
order for plants and flowers for the new headquarters in Kendal House.

As discussed, twelve large houseplants will be delivered and installed in your
reception area on Thursday 12th November. The upkeep of all plants will be
arranged by members of the Bloom Floristry team. In addition, we will supply
fresh, seasonal flowers twice a week in the boardroom.

As agreed, payment terms are monthly and you will receive the first invoice thirty
days after the plants have been installed. Thank you for the deposit, which we
received yesterday, and a receipt for this is enclosed.

Please also find enclosed an order confirmation which includes a list of plants
selected and a current price list. If you would like to amend or add to your order,
please do not hesitate to contact me.

It was a pleasure speaking to you about your requirements and sincere thanks for
choosing Bloom Floristry Supplies.

Yours sincerely,
Marcus Dale

Enclosed: order confirmation, price list, receipt




Functional language
Opening and closing a letter

Name of person is known Name of person is not known

Note: Only the first word
uses capital letters.

Opening Dear Ms/Mrs/Miss/Mr Peck, Dear Sir or Madam,
Ending We look forward to working with you. Looking forward to seeing you at the
. conference.
If you have any queries, please do not
hesitate to contact us. Let me know if you have any questions.
Do let me know if you need any further If you need anything else on this, just let me
information. know.
Closing Yours sincerely, Yours faithfully,

Sincerely, (U.S) Yours truly, (U.S)

Subject line and enclosing documents

Subject line

Re:

Referring to documents

Please find enclosed (a copy of the invoice).
The enclosed (documents) ...

Details

Referring to past contact

Further to our meeting last week, ...

It was a pleasure meeting you and your colleagues at the conference in Basel.

Saying why you are
writing

I am writing to confirm your order.
We are pleased to confirm your order.
I would like to request a copy of your latest price list.

I have an enquiry regarding order number DET/34P

Terms and conditions

Payment terms are €2,500 per month.
Goods will be delivered within five working days.
Please arrange payment within twenty-one days of receiving the invoice.




3 > Product reviews

Lead-in  Product reviews can be brief, informal comments on a website or longer, more formal
reviews in a blog or magazine. A balanced review will highlight both positive and negative
aspects of a product or service and include details to support opinions. Online reviews
are increasingly important to businesses. If a company responds to a review online, the
language should remain neutral and try to encourage a solution to any problems.

Model answers Brief review

Attractive design, bad fit ) o gRoioss

Comment
This smart cover looks great but doesn't fit my device. Product details are wrong.
Wouldn't buy again - very disappointed.

Reply

We are very sorry to hear that you have experienced this problem with our
product. Customer satisfaction is very important to us and we will be in contact
to arrange a suitable replacement or offer a full refund.

Longer review

SmarTech Interior Systems ~ Rating WRWIYY  RRP €2,700

After a lot of research | selected SmarTech Interior Systems to fit smart
technology in our house. | sometimes work from home but also frequently travel
on business, so | needed a system which was flexible and reliable and could also
be fitted quickly.

| approached two other companies for quotations, but they were both more
expensive and also took a minimum of six weeks to complete the task. In
contrast, the online reviews and testimonials on the SmarTech website said that
they offered quick, dependable service and worked closely with customers. | was
impressed by the expertise and experience they displayed in our initial
consultation and opted for the silver package. This package included fitting
smart technology to my home office, kitchen and living areas.

The technology | purchased in the silver package included:

» smart lighting, where lamps turn on and off automatically when a person
enters or leaves the room in the evening.

» device-connected technology in the kitchen (so that appliances can be
checked and controlled from my phone when | am out of the house).

» multiple screens so that video conferences can be held in different rooms.

The company fitted the technology within the agreed deadline and were friendly
and helpful. They have a great deal of experience in fitting this home technology,
which helped me feel confident.

At first, | was delighted with the work they carried out. They fitted the items
within the agreed deadline and offered advice on use. Unfortunately, despite this
positive experience, the customer service stops this from being a five-star review.
| have needed to contact the company three times with queries and problems
with the technology. Each time | have had to wait several days to receive a
response from an engineer. This can lead to frustration and delays in solving
simple technological issues.

So, in summary, | would certainly recommend the products that the company
uses and also their expertise and their excellent, speedy fitting service. However,
the poor after-sales care makes it impossible to give a full recommendation. My
advice to SmarTech is improve your customer service and you will soon have
five-star feedback.
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Brief review
Section Information Examples
Headings Some website reviews have Great performance
headings. They can be used to Excellent value f
summarise opinion but usually xcellent vatue for money
don’t repeat the exact words Unhelpful customer service
used in the review. . )
Good idea, poor design
Identify positive or Brief reviews often use
negative short sentences, cutting out Makes great bread!
unnecessary words.
Slow and expensive service.
Beautiful design - would recommend.
Responses An online response from the Thank you for taking the time to leave a review. We are

supplier should be polite, use
neutral language and a more
formal, professional style.

delighted that you had such a positive experience - customer
satisfaction is very important to us.

We are very sorry that you experienced this problem with our
service. We will be in contact soon to discuss the issue and offer
asolution.

Longer review

Introduction

After a lot of research, | chose the updated model.

| opted for the premium package.

| selected model X145.

Describing the
product or service

The website says that the products are high quality.

The package includes consultation, fitting and repairs.

The specifications include additional memory and storage.
The product features a front- and back-facing camera.

Good points

Support with detail

I was impressed by the quick delivery.
The product matched the online description.
It has an attractive and stylish design.

The goods arrived on time and in excellent condition.
This machine cleans perfectly every time.

Bad points

Support with detail

Unfortunately, the product stopped working after three days.
The product did not match the description.
It has a lot of features but the results are not always reliable.

The main downside is the cost.

One thing | didnt like was the colour.

The quality was poor.

Each time | turn on the device, it makes a noise.
I rang the company twice but received no response.
For example, the plug gets very hot when the printer is in use.

Compare or contrast | In contrast, the previous model, Zi24, was much slower.
The software update is an attractive design, but it has fewer features compared to the original
version.
Despite the fact that it is less expensive than most of its competitors, it is a better design.
Conclusion To summarise, | would recommend this product for quality, price and reliability.

In summary, the design is innovative but not all the features work effectively.
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Model answers

4 > Instructions and warnings

Instructions, warnings and guidelines are all used to communicate key information to
employees clearly and contain important information.

Awarning is usually a brief notice (e.g. to alert staff about potential dangers when using
equipment or machinery).

Instructions or guidelines provide more detailed information about how something
works or how to carry out a task.

Any important notes and warnings go at the start of the instructions or guidelines.

For clarity, instructions should be organised with headings to summarise each new part
of the task and numbered lists or bullet points to list information step by step.

It should be clear to the reader what to do when the task is complete.
Instructions and warnings use clear language and contain only essential information.
Sentences are often short and direct to prioritise key information.

Notice

Stop!

Safety helmets must be worn on site at all times.

Guidelines

Sample tests for drinking water

Follow the instructions to take samples of drinking water. Warning! All samples must
be sent to the laboratory within 24 hours of collection.

Collection

Collect sample from a cold water tap.

Do not take samples from drinking water fountains or garden taps.

Let the water run for one minute before taking the sample.

Remove the cap from the sample bottle.

Avoid touching the top of the bottle or inside the bottle with fingers.

Fill the bottle to the 700 ml line. Do not overfill.

Replace the cap on the bottle.

0 N O W=

Store sample in refrigerator.

Testing
1 Deliver the water sample within 24 hours to laboratory 315.

2 Leave samples in laboratory during opening hours only:
9 a.m.-4 p.m, Monday-Friday.

3 Complete form 12AEW with name and the location where the sample was taken.
4 Keep one copy of form 12AEW and attach the other copy to the sample.
5 Samples must not be left at reception.

Test results

1 Results are available within 48 hours.

2 Collect results online using website password shown on form 12AEW.
3 Contact laboratory reception with any queries about test results.




Functionallanguage | imperatives

. | . |
button-to-switeh-off:

Switch on the machine using the green button.

Switch off the machine using the red button.

Sequencing

Beginning
Firstly ...
First ...

To start with ...
Continuing
Secondly ...
Second ...
Then ...
Next ...
Ending
Finally ...

Linking words for
time

Before ...

After ...

Assoon as ...
While ...

During ...

At the same time ...
To finish ...
Attheend...

Adverbs of
frequency

Always tell a member of staff if you feel unwell.
Never open the door while the kiln is in use.

Modals

Visitors must sign in at reception.
Floors should be cleaned every day.
Windows must not be opened.

Organising information
There are different ways to help the reader follow instructions. These include:

Headings

Use headings to break the information into sections to make it
easy to read.

On arrival
Safety checks
In the building
Before leaving

Bullet points and
lists

Use numbered lists when the order of information is important
and put the most important information first.

In the event of a fire:

1 Leave the area by the nearest exit.

2 Do not stop to take bags or coats.

3 Once away from the fire, phone emergency services.

Use bullet points when the order of information is not essential.
The reader can choose which points are most useful.

Leave work boots and hard hats in the staff room.
Report any loss of equipment to a supervisor.

Give the team leader the time sheet before leaving
the building.

#
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Model answer

5 > Short reports

The content and style of reports may differ from company to company. Consider these
points when writing a report:

.

Ashort report might be sentin an email or as a separate document.
Headings and bullet points are used to organise information.

Sections of a report may include an introduction, findings, recommendations and
a conclusion (the recommendations may sometimes function as a conclusion).

Edit your report to check punctuation, spelling and grammar.

Introduction

The purpose of this report is to investigate a recent communication problem between
the sales department and the warehouse, which led to significant delays in fulfilling
orders to some of our key customers. We looked into some of the issues which
contributed to the problem and then made recommendations to avoid any reoccurrence
for future orders.

Findings
Firstly, we interviewed members of staff in both the sales department and the warehouse

in order to clarify details and explore why the problem occurred. We then spoke to the
customer service department to understand what impact this had on customers.

Until recently, the sales department sent orders to the warehouse using a computer system

which automatically raised the order and also sent an email confirmation to the warehouse.
The email confirmation was used by both departments to show any urgent orders and also

included information about any special requirements connected to the order.

We discovered that the sales department recently updated their computer software.
The sales team received full training in the new system but the warehouse team did not.
One of the main issues with the new software is that the warehouse no longer receives
additional notes with orders. As a result, the most recent communication from the sales
department did not inform the warehouse which orders were a priority.

We found that the warehouse administration team arranged a delivery schedule in the
sequence that each order arrived. Unfortunately, they did not check the delivery
schedule with the sales department. As a consequence, Customer Services received five
complaints from clients because their goods were received after the agreed date. Two of
the complaints were from major customers.

Recommendations
We recommend the following suggestions for consideration:
Provide training for all departments when new computer software in installed.
Carry out a risk assessment to identify potential issues before software is updated.
+ The sales team need to inform the warehouse about urgent orders.

The warehouse administration team should check final delivery schedules with the
sales department.

+ A weekly briefing meeting between the Sales Manager and the Warehouse Manager
would be useful in order to improve communication between the departments.

Send a letter of apology and a credit note to customers who experienced late delivery.

Conclusion

In summary, the findings show that good communication is essential between all
departments. This is especially important when there are changes in one department
which might have an impact on another, such as technological improvements. It is also
vital that we communicate with our customers and are open when problems occur. The
main conclusion is that all teams need to learn from any communication issues so that
we can continue to improve and find solutions, not only within our company but also for
our clients.
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Functional language

Section Function Examples
Introduction It states the purpose of the The purpose of this report is to identify ways to reduce costs.
report. The aim of the report is to communicate the main findings from
our recent research trip.
Findings A summary of key findings, We found that less than half of those questioned would buy
e.g. results of experiments, the product again.
research or surveys. A small number of those interviewed disliked the material.

The results of the research show that fresh vegetables contain
more vitamins.

We discovered that the majority of those tested preferred
bottled water.

Recommendations

Bullet points or numbered lists | The main recommendations are as follows:

may be used to highlight key - Itis recommended that all employees undergo safety
information. training.

For more information on - The kitchen area should be cleaned every day.

bullet points and lists, see . . .
Instructions and warnings, in - The teams need to identify solutions.

section 4 of this Writing bank. - We might consider contacting suppliers to discuss possible
price reductions.

Conclusion

It summarises the main In summary, the sales promotion was a success.

message of the report. The main conclusion is that objectives need to be clearly
communicated to the teams.

In conclusion, there will be major changes to company
strategy.

Language and register

Sequencing

Firstly, the calculations were checked.

Then the findings were compared with the same sales figures from the last financial year.
After that, the data was put into the computer system.

Finally, we looked at strategies which could improve the process.

Communicating

We discovered that the security system had not worked.

findings One of the key issues is the location of the business.

As aresult, the team was able to improve the design.

As a consequence, the wrong goods were delivered.
Personal or We can be used to indicate that more than one person was involved in gathering the information
impersonal? included in a report. It can also be used to deliver the information in the report in a more formal

and less personal style.

| researched ways that new technology could improve communication.

We looked into ways to improve customer experience in our stores.

Information can also be made more impersonal through the use of grammar. Compare:
| asked the sales team to prepare a report. (Past Simple)

The sales team was asked to prepare a report. (Past Simple passive)
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1 > Conversational skills

Some business practices may differ from country to country. Here are some questions to

research before you meet new business contacts:

1 Inconversations, is it usual for the person who isn’t speaking to remain silent or to
comment on the conversation?

2 When you meet someone when networking, is it usual to exchange business cards and to
send an email after the event?

Lead-in

3 What greetings are most appropriate (e.g. shaking hands, bowing)?

Introductions Responding to an introduction

Introducing yourself

It's a pleasure to meet you.
Good to meet you.

Hi/Hello, my name’s Toby.
Can lintroduce myself? I'm Chris.

184

Participating in
a conversation

Showing interest

Formal

Informal

Starting or
joining a
conversation

What do you think of the conference?
Do you mind if I join you?

Do you have a moment to discuss your
company?

Would it be possible to talk about your
training programme?

Hi, are you enjoying the
conference?

Isit OKif I join you?

Do you have time for a quick
chat?

Is now a good time to

talk about your training
programme?

Closing

I really appreciate your time. Thank you.

Would it be possible to contact you to
discuss this further?

Thank you so much, that was very
informative.

Can | give you my business card?
May | have your business card?

Thanks for taking the time to
talk to me.

Canlgetintouch next week to
talk about this in more detail?

It was great speaking to you.
Here’s my card.
Do you have a business card?

There are different strategies for showing interest during a conversation. It is polite to keep
your attention focused on the speaker and to use body language as well as words to show
that you are paying attention (e.g. looking at the person speaking, nodding, smiling).

Commenting | Really?

That's interesting!

Right.

OK.

I see.

Ah!

Uh-huh.
Asking Can you tell me more about the recruitment process?
questions Who is the best person to contact about applications?
Clarifying Did you say that you employ 3,000 people worldwide?

Sois it better to contact you by phone or email?
Showing your | | noticed on your website that you employ interns.
research Your company brochure was very informative.
Repeating Soyou have a graduate training programme.
back It's interesting to hear that you have apprenticeships in computing.




Lead-in

Making contact

Ending the call

Leaving a message

2 > Telephone skills

Some business practices may differ from country to country. Here are some questions to
research before you make telephone calls:

A U B W N

speaking to be offended?

Functional language bank )|

Are calls usually short and to the point or is some small talk expected?
How quickly are phone messages returned?
When you take or leave a message, what key information would you expect to exchange?
How are numbers grouped when saying a telephone number?

What details would be expected when recording a message on the telephone?

Is it acceptable to cut a conversation short when you are busy or will the person you are

Formal/Semi-formal

Less formal

Starting a call

Hello, my name is Claudia Peck
from Tevo Industries. Can | speak
to the Sales Director, please?

Good morning, my name is Cara
Madaki. We met at the computer
security seminar last week.

Hi, Fabio. It’s Susan here.
This is Monika from accounts.

Receptionist

Cranfield Computing, how can
I'help?

Could you hold the line, please?
I'm putting you through now.

Hi, Kendle Electronics.
One moment.
I'll put you through now.

Receiving a call

Hello, Tang Ka-yee speaking.

You're through to the Customer
Services Manager.

Hi, James Glover.
Speaking.

Stating the
reason for your
call

Would it be possible to arrange
a meeting to present our new
product range?

I have a quick query about your
latest expenses claim.

You suggested that | call
to discuss my internship
application.

Hi Lars, this is Charlotte.
I received your message about
the brochures.

It's about the presentation.

I'm calling with a quick question.

You said | should call to discuss
the internship.

Hi, Gina. I'm calling about your
voicemail message.

Hi, | got your message.

Cutting short
acall

Can | callyou back? I'min the middle of something.
I'll take your details and call you back.

Canlcallyou later?
I'll get back to you later today.

Confirming action

So, I'll see you on Thursday at 3 p.m.

I'll call you back as soon as I have the figures.

I'll call tomorrow to confirm details.

Ending the call

Thanks for calling, bye.
Thank you for your help.
It was nice speaking to you, bye.

Leaving Can I leave a message, please?

amessage Could you tell Lisa that Judith called about the catering order?
Checking Could you read that back, please?

understanding Would you like me to repeat the number?

Requesting action

Do you know when she will be back?

Can you ask him to call me back this afternoon?
Could you tell Tomas that it’s urgent, please?

Is there anyone else who could help?
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Dl Functional language bank

Taking a message

Voicemail messages

Lead-in

Introductions
and opening

Participating
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Taking a message

Sorry, Louis isn't in the office today. Can | take a message?
Katrin isn't here at the moment. Would you like to leave a message?

Checking
understanding

So that’s 738 562 9917
Can | read that back?
Did you say fifteen or fifty?

Confirming action

I'll give him your message as soon as he returns.

She won't be back in the office until Monday. Would you like to
speak to someone else about this?

Identifying yourself

Hi, this is Lars Jansen from Lumiglow.

Giving a reason for
your call

I'm calling about your order for the new brochures.

Giving key There is a problem with the delivery date.
information Could you call me back on 0998 639 232?

I'll be in the office until 6 p.m.

Could you contact me by tomorrow morning, please?
Repeating That's oh_double nine_eight, six_three_nine, two_three_two.
or spellir!g That'sspelt L_U_M_I_G_L_O_W.
information

3 > Meeting skills

Some business practices may differ from country to country. Here are some questions to
research before you prepare for a meeting:

1 Isthe meeting formal or informal? What is the aim?

2 Arethere likely to be different opinions? What are the main arguments for and against the
topic being discussed?

3 What outcome do you want from the meeting? How will you record action points?

Welcoming people

Thank you all for coming today.

Introducing
participants

| think we all know each other, don’t we?
Could we all say our name and role?

Clarifying aims

The aim of this meeting is to agree the new budget.

You'll see from the agenda that we are here to discuss three main
points.

We need to agree on who is working on each project.

Opening a meeting

OK, let’s begin by looking at the first point on the agenda.
Shall we start by discussing the schedule?

Asking for opinions

What are your thoughts on this?
What do you think, Natalia?
Any ideas?

Giving an opinion

In my opinion, we should look for a new supplier.
I think this would help our clients.

Agreeing/
Disagreeing

That’s a good point.

I agree with Jean Luc.

That's areally good idea.

That would work.

| can see your point but | can't agree.
I'm afraid | don’t agree.

Clarifying

What | meant to say was (the figures aren‘t reliable).
To putit another way (we need to spend less on marketing).
Can | check what you mean by (cost cutting)?




Updates and action

Talking about
priorities

Asking for an
update

How are we doing with the new factory plans?

Canyou give me a quick update on your current projects?
Have you updated the team on the new schedule?
Where are we with the new price list?

What'’s happening with the new computer software?
Canyou bring me up to speed on the Ferguson contract?

Giving an update

Talking about past
action

Talking about
current action

Talking about
planned action

| completed the sales figures on Monday.

The delivery was late so we missed the deadline.
The design is in progress at the moment.

I'm currently finalising the report

I'm expecting the order confirmation this afternoon.
We’ll sign the contract tomorrow.

Giving an update
on problems and
solutions

The only problem is the currency rates, which might affect the
budget.

There was a problem with the menu, but we spoke to the caterers
and found a solution.

We're working on it at the moment and should have a solution by
the end of the day.

Action points

Canyou call the supplier by the end of today and change the
quantity?

We need a response by the end of this week.

Get back to me on Thursday with an update, please.
Justin will speak to sales and Monika can talk to the client.
Does everyone know what they need to do?

Important

Itis of the utmost importance that we come to a decision.
This should be our number one priority.

This issue is high priority.

This is extremely important.

We really need to decide on the deadline.

The main issue is how much this will cost.

Less important

This is a low priority for our department.

It's quite important but we don’t need an immediate decision.
It's not urgent.

Thisisn't currently a priority.

That isn’t so important for us. We'd prefer to focus on the budget.

Postponing

We can put off the decision until we have more facts.

Can we delay the deadline until next week?

Let’s explore some solutions and then come to a decision.
We can talk about this later.




Resolving conflict

Reaching
agreement

Closing a meeting
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When discussing problems and issues, consider the following:
1 Understand and communicate the main priority of the discussion.

2 Talkabout facts and issues rather than personal comments. Try to use we statements rather
than you statements.

3 Ifitis not possible to come to agreement, arrange another discussion at a later date.

Agreeing

Yes, | agree with Anton.
I see what you mean.

| completely agree.
Exactly!

Disagreeing

I'm afraid | disagree.
Sorry, | don't agree.
I'm not sure | agree with that.

suggestions

Agreementnot | We may have to agree to disagree.

reached | don’t think we can reach agreement today but we’'ll discuss this again
later.

Making I think we should (have an international team).

suggestions / How about (changing the logo)?

Stating Why don’t we (ask our customers)?

preferences v ) ) .
We could (hire some short-term staff for the project).
Have you considered (replacing the old equipment)?

Reacting to That's a good point.

That's a good idea.

That could work.

I think you're right.

It's a niceidea, but | don’t think it will work.

Explaining The main problem is that (the supplier can’t deliver the order).
problems Theissue is that (we don’t have enough staff).
The thing is that (the equipment is broken) and so (we won't be able to
finish the task).
Outlining It might be a good idea to have weekly meetings.
solutions There are two possible solutions.
What do you suggest?
Let’s try to find a solution together.
What would you like to happen?
Inviting Can we come to an agreement?
S Would that work?
Are we all agreed?

Can we all agree on that?

Thank you for coming today.
It was a very useful meeting.
We’ll meet again next week to discuss next steps.




Lead-in

Presenting ideas

(informal
presentation)

Getting started

Moving from point

to point

4 D Presentation skills

Some business practices may differ from country to country. Here are some questions to
research before you prepare presentations for different audiences:

1 How formal orinformalis the presentation?
2 Areyou presenting as an individual or as a group? If presenting as a group, how have tasks

been allocated? Is everyone clear what they need to do?

Functional language bank )|

3 How much detail do you need? What does your audience already know about the topic?

4 Whatinformation is better spoken and what information would be clearer presented as
slides or pictures?

I'm here to talk about our new
product range.

Generating Shall we brainstorm some ideas?
ideas | want to hear your ideas about how to improve customer service.
What are your thoughts on the new marketing campaign?
Discussing What we need to do is identify our key market.
ideas Basically, sales and marketing should share an office.
Why don’t we work in small groups?
Presenting Our team came up with a new idea for the marketing campaign.
ideas We suggest that Spain would be the best location for the team-building
weekend.
Ouridea is to completely change the logo.
Another way is to increase our online profile.
Formal/Semi-formal Less formal
Opening and Thank you for inviting me to It's great to be here today.
welcome speak to you today.

I'd like to show you our latest
exciting product.

Providing a brief
outline of the
talk

The talk consists of three main
parts.

I'd like to start by giving an
outline of the talk. I will be
focusing on three main areas.
These are ...

I'm going to talk about three
things. First ...

I've split the talk into three
sections. First ...

Firstly ...
Secondly ...

OK, let’s move on.
And finally ...

Telling the I will be happy to answer Feel free to ask questions during
audience when any questions during the the presentation.
they can ask presentation. Just ask questions as we go
questions Please don't hesitate to ask along. You don’t need to wait till
questions at any point. theend.
I welcome questions, but could Let’s keep questions till the end
you please keep themtotheend | of the presentation.
of the presentation? You'll have time at the end of
There will be an opportunity the presentation to ask any
to ask questions after the questions.
presentation.
Signposting Let's start by looking at ...

And that leads me on to my next point.

Referring to
earlier points

are key to a successful business?

Remember that at the start of the presentation we said that good staff

As we already mentioned, good customer service is essential.
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Available in various colours.

It can be used at home or in the office.

An award-winning design.

Made from 100 percent recycled materials.
Our most popular model.

It's strong/lightweight/stylish/modern/practical/easy to clean/
reliable/popular.

This means that you can use it at home or in the office.
This makes it easier to clean.

Features and | Features
benefits
Benefits
Specifications

It weighs 2 kilos / 12 grammes.

It's 1 metre long and 3 metres wide.

It's made from wood/metal/leather/plastic/glass.
It has 250 gigabytes of memory.

Giving examples

For example, the new model is faster.
For instance, it allows you to work while commuting.
Let me give you an example ...

Adding
information

In addition ...
Also ...
Another important pointis ...

Emphasising

The mostimportant thing to remember is that ...
This is important because....
This is a key point ...

Presenting visual
information

Drawing
attention to
visuals

As you can see from this slide, (the product is small and stylish).
Let’s move on to the next slide.

Let’s look at the sales figures shown in this chart.

Now, Id like to show you the results of our research.

Closing

Summing up

Tosumup ...

Closing

We've reached the end of the presentation.
We've come to the end of the talk.

Let me end by saying ...

In conclusion ...

Thanking the
audience

Thank you for listening.
Thank you for your attention.
It's been a pleasure speaking to you today.

Inviting
questions

Does anyone have any questions?
Are there any questions?
I'm happy to answer any questions.
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) Videoscripts

1.1.1 p=Presenter YB=Yvonne Buysman

AH = Ashley Hayward RB = Ruth Badger

LS =Lord Sugar RF =Richard Farleigh

P: The twenty-first century workplace is constantly
changing. In many countries, the idea of a career
for life is long gone. What employers want are skills
that can be applied to a range of tasks and roles.

As aresult, they look for flexible people who can
demonstrate transferable professional skills as well
as personal qualities that will benefit the company.
Here's an insider’s guide to the skills and qualities
that will get you hired and also help you survive in
today’s job market.

Alarge part of the academic experience is based
around individual performance.

In business, however, things are quite different. You
need to develop a range of transferable skills. And
one thing that many recruiters put at the top of
their list is the ability to work in teams.

YB: Iwould look at ... can this candidate fit into
the team well, do they work well with people, are
they passionate about the topic, do they think
outside of the box?

AH: Employers value teamworking skills very
highly indeed, so if you're studying, it's really
important you try and get some experience. Now,
obviously, aninternship’s an ideal way to do this
but you can also do it through part-time jobs,
through vacation work, through voluntary work,
or helping with societies and clubs while you're at
university.

RB: Your experience at school s really, really
important. So, if you played in a team - guess
what? You're a team player - you set goals, you can
achieve.

P: Twenty-first century careers involve a lot

of movement, not just between jobs, but also
between industries and countries. It's no good if
your skillset locks you into one industry or even
into one company, and this is where flexibility is
important.

AH: Be prepared to develop attributes that are
transferable across sectors so you can make the
best moves for your career. I'm talking about
things like critical thinking, which means analysing
information very carefully, communication skills,
problem solving, being able to influence people.
Make sure you work on your communication skills
- in person, on paper, face to face, in small groups,
in large groups - you'll need to do this wherever
you work, whatever job it is, across all sectors -
communication skills are absolutely key.
Employers are not just hiring a package of skills,
they’re hiring a person, and it's personal qualities
that are of key importance: honesty, flexibility,
enthusiasm - these things matter a lot.

YB: Be passionate - if you're really going to apply
to a company that you're interested in, make sure
your passion comes through and be genuine and
authentic about that passion. You're going to work
hard, you're going to play hard but you have to be
passionate to be successful.

LS: It's their own determination that’s gonna get
them a job, right? Employers, you know, are gonna
look at them not necessarily for the skills that they
may have, but for the passion that they may, you
know, express.

RF: Convince them that you have integrity. You
know, integrity is very important, obviously. And
convince them that you have ability, that you'll do
everything you can to make that job work.

RB: If you are motivated and have a can-do
attitude, you will get wherever you want.

P: Sotosum up ourinsider’s guide ... You need
professional skills that can transfer from one job
to another, especially the ability to be a good team
player. And don't forget that employers look at
the person behind the CV or résumé to identify the
personal qualities they value in the workplace.

1.3.1 D=Daniel A=Alex J=Jessica

B =Beata

D: Hi, I'm Daniel Smith. I'm heading up the
Diabsenor project here at Evromed. It's a new
treatment for type 1 diabetes.

There’s a lot of excitement about it, which | love.
There’s also a lot of work to do, which means a lot
of stress. So I'm putting together a small team of
our trainee graduates. Hopefully, none of them will
be as nervous on their first day as Alex was

A: |heard that!

Is that Beeta? Batta? Barta?

D: Beata. She’s Polish. | spoke to her on the
phone. Great CV. Very promising. Business school
in Krakow, five years’ experience in Japan.
Confident ... but not too confident.

A: Ah.Good. Hopefully she’ll get on with Jessica
then.

J: I'm Jessica Scott. Evromed is a small family-
owned business dealing in the pharmaceutical
sector. As CEO, I'm looking for the right attitude
in an employee. Confident, but not arrogant. And
sometimes | feel that overconfidence can come
across as arrogance.

B: Hello. Daniel, isn‘tit?

D: That’s me. And this is Alex. He’s been here just
over ayear.

A: Avyearalready? That’s hard to believe. Twelve
months in this crazy place!

B: Sorry?

D: Don‘t worry, Beata. Alex is just a bit of a joker,
that’sall.

1.3.2 B=Beata A=Alex D=Daniel

J = Jessica

B: That’s OK. I was just confused for a moment.
Nice to meet you.

A: You, too. | hearyou lived in Tokyo. Where
exactly did you live?

B: Suidobashi. Do you know it?

A: Ah, yes, near the baseball park. | lived there
myself for a while. Loved it. How long were you in
Japan for?

: Five years. When were you in Tokyo?

: 2013 to 2015. About eighteen months.

. Whatdid you do there?

: Teaching English, mainly.

. Teaching. Interesting. What did you like best
aboutit?

A: Mainly the food!

D: Thisis Jessica Scott. She’s our CEO.

B: Hello, Ms Scott. Beata Kowalska. Nice to meet
you.

J: Please, call me Jessica. | hear you worked with
one of our main competitors in Tokyo?

B: You mean MEDilink?

J: You must have learnt a lot while you were there.
B: Absolutely. ButI'm very keen to learn even
more here.

J: Well, you're going to be working with a great
team. Daniel and Alex really know their stuff. How
about we chatin a couple of weeks’ time?

B: Sounds great. Thank you, Jessica.

J: Nice to have you on board.

I was very impressed with Beata. Confident but not
arrogant. Just the right balance.

D: Beata made a great firstimpression. I'm sure
she and Alex will have lots of Tokyo stories to share.
And even Jessica liked her!
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1.3.3 B=Beata J=Jessica D = Daniel

B: Oh.Right. So I'm working on the Diabsensor
project, yes? What will | be doing exactly?

Hello, Ms Scott. Beata Kowalska. Very nice to meet
you. Let me tell you about myself. | have lots of
experience working in project management, and
have recently completed an internship in another
medical supplies company in Japan. MEDilink. I'm
sure you know it?

J: I'maware of our biggest competitor, yes.

B: How is the Diabsensor project coming along? I'd
like to discuss my ideas, if possible.

J: Well...it's probably best if you get to know the
product and the company first. Daniel and Alex will
look after you for the next few days.

B: Yes. Of course.

J: Welcome to Evromed.

Beata? Hmm. Honestly, I'm not sure. | love her
enthusiasm, but ... she seemed a little arrogant
with it.

D: Beata meant well, I'm sure. But Jessica didn’t
respond well to her, which is a shame. Perhaps she
needs to work on her communication skills a little
more.
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Basically building rapport is about getting on well
with people, individually or in a group.Once you
build rapport, you generally find communication
flows more easily and it's usually more effective
too. Sometimes rapport just happens naturally, but
other times you need to use simple techniques to
develop a link with the other person.

If we observe Beata in Option A, she doesn’t have
any problems building rapport with Alex. They
both have an interest in Japan and rapport seems
to come naturally. It's not the same with Jessica. In
Option A Beata comes across as confident, which
Jessica seems to appreciate, and this way the two
create a bond. It’s quite different in Option B, where
Beata tries too hard to show how much she knows.
There are different ways of building rapport. One
way is to find out what you have in common with
the other person. It's not difficult - start by asking
simple questions; business travel is often a good
place to start. There are also simple non-verbal
techniques you can use. Try to keep an open posture
when you're speaking and smile. And eye contact
will help you develop rapport in most cultural
contexts, but make sure it’s not too intense.

2.1.1 p=Presenter CG=CarlosGhosn

P: Different countries often dominate in different
industries. When we think of luxury goods, we
think of France and Italy, and we associate internet
technology with the USA. Japan is well known for
its strong consumer electronics and car-making
industries. Let's take a closer look at the country’s
economic development over the past decades.
Japan’sindustrialised, free-market economy is the
third largest in the world. In the past, the country’s
been seen as a mystical land of cherry blossoms
and samurai. Nowadays, it’s better known as one of
the world’s leading high-tech economies.

Japan enjoyed rapid expansion after World War
Two. It recovered from devastation to become the
world’s second-largest economy by the 1960s.
Japan's service sector, which includes finance,
trade, entertainment, tourism, retail and
transportation, accounts for a massive three-
quarters of Japan’s total economic output. Itisn’'t
surprising therefore that within the financial world,
the Nikkei is one of the most important markets,
and that many Japanese banks are global players.
But it has been Japan’s manufacturing industries
that have made the most global impact.

The automotive industry has been particularly
successful. Japanese car manufacturers enjoy a
reputation for producing reliable, high-quality and
innovative vehicles. They pioneered technological
advancements in the use of robots, which enabled
the Japanese auto industry to produce cars to a
high standard and very efficiently.

In the 1970s Japanese car makers became
aggressive and successful exporters. The cars were
cheap, reliable and popular with consumers. This
meant domestic car makers in the USA and Europe
lost market share.
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Japanese vehicles’ continuing popularity enabled
Japan to become the largest car-producing nation
in the world in 2000.

Despite increasing competition, Japanese
automakers continue to innovate - the Toyota
Prius was the first, and is still one of the best-
selling, mass-produced hybrid cars. In 2010, Nissan
released the world’s first all-electric car: the Leaf.
CG:This car represents a real breakthrough. For the
first time in our industry history a car manufacturer
will mass-market a zero-emission car, the ultimate
solution for sustainable mobility.

P: Itisn't only the automotive industry, however,
that provides world-beating products.

Japanese electronics companies are known

for producing small, well-designed and often
innovative products. Some of these have been so
original that they have changed the way we live,
work and play.

In 1979, Sony released the Walkman, a small and
portable cassette player allowing consumers to
listen to music while on the go - a concept that
was revolutionary back then.

In the realm of video game technology, Japanese
company Nintendo is credited with producing the
best-selling handheld console in history - the DS,
while electronics giant Sony claims the highest
selling console of all time in the Playstation 2.

As we've seen, in the twentieth century Japan was
very successfulin using technology to innovate

in areas like the automotive and electronics
industries. Will it be able to use twenty-first
century technologies as effectively? That is the
challenge.

2.3.1 B=Beata J=Jessica

B: The CEO is holding an induction meeting today
so | thought I'd prepare a little over my morning
coffee. Evromed ... family-owned business ... 145
employees ... main market share in Europe ... And
suppliers based in China ... in Shenzhen ... newer
projects in South America ... New contract in Rio to
supply hospital with device for diabetes patients. A
trip to Rio would be very nice at this time of year ...
orany time of year ...

J: Please feel free to ask questions as we go along.

2.3.2 J=Jessica B=Beata G1l=Graduatel
J: Please feel free to ask questions as we go along.
B: How does the new product work, Jessica?

J: Good question. Who hates the sight of blood?
Wow. It’s not often meetings come to a consensus
so quickly. Now, imagine you have to prick your
finger several times a day just to check your blood
sugar levels. With the Diabsensor, you don’t have
to. It's a real breakthrough -

B: Sorry, Jessica, when you say ‘blood sugar’, do
you mean ‘glucose”?

J: Yes, that's right.

B: And how does it work?

J: Itanalyses the patient’s glucose level. A sensor
collects the data through a patch on the skin and
then sends it to a remote monitor. Basically it's a
reliable and pain-free way to manage diabetes.
Does anyone have any other questions ...

B: How bigisit?

J: Small. It fits in the palm of your hand, weighs
about 35 grams. | actually have a prototype handy.
Would anyone like to see it?

B: And the assembly process? | understand it’s
made in China?

J: The components come from China, yes. But

we assemble the product at our plant here in
Manchester. Just across there, in fact.

G1: Sorry, Jessica, if | could just ...

B: Why don’t you assemble the product in China?
Isn‘t it cheaper?

J: Beata, | like your enthusiasm. But maybe
someone else has a question? Please, yes, go ahead.
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G1: What was the reaction to the product?

J: Very good initially ...

B: | probably asked too many questions, | think. But
to be honest no one else seemed very interested,
which is a shame because it’s a really innovative
product. My mum has type 1 diabetes and this
device would make her life so much easier. It’s also
one of the reasons | wanted to do this graduate
programme. But yes ... Jessica was getting a little
irritated by my interruptions. | should be more
careful about that next time.

2.3.3 Gl=Graduatel J=Jessica B=Beata
G2 =Graduate 2 G3 =Graduate 3

J: Please feel free to ask questions as we go along.
G1:What can you tell us about the product? It
sounds very innovative.

J: Good question. And it is very innovative. But
here’s a quick question for you first. Who hates the
sight of blood? | bet we're all scared of spiders, too.
Anyway. Imagine you hate the sight of blood, but
you have to prick your finger several times a day
just to check your blood sugar levels. Yes?

B: Sorry to interrupt, Jessica.

J: That’s OK. Please go ahead.

B: When you say ‘blood sugar’, do you mean
‘glucose’?

J: Glucose. Exactly. Yes.

G2:Ah, good, thanks. I was wondering about that,
too.

J: So,aslwassaying ... no more pricking of
fingers. The Diabsensor uses a sensor to read the
patient’s glucose level. It collects the data through
a patch on the skin and then sends it to a remote
monitor. Basically it’s a reliable and pain-free way
to manage diabetes.

G2:How big is it?

J: Small. Handheld. It weighs about 35 grams.
How about | pass round a prototype for you to have
alook?

B: Excuse me, Jessica, can ljustask ... ? |
understand the components are made in China. Is
that right?

J: Yes, they are made in China ... but we assemble
the product here in our Manchester plant. Just
across there, in fact. Any more questions?

B: Idlike...

G3:Yes, please can ...

J: Yes, please, go ahead.

G3:Thanks. What was the reaction to the product?
J: Very positive, actually. There are several articles
in medical journals. | can send you some links.
G3:That would be great. Thanks.

J: So...nomore questions? Alright, then. My
assistant Carol will be here soon and she’ll take you
to meet the production team.

B: Thatwent really well. | had so many things

I wanted to ask - but it was important to let others
speak, too. Such arelaxed, friendly atmosphere.
I'think I'm really going to enjoy working with

these guys.

2.3.4

It's clear Beata is highly motivated, not only by the
programme, but also by the product.

In Option A, we see how she dominates the
meeting; she interrupts continuously and even
criticises the production process. She’s clearly
focused on getting answers to her questions. As a
result, she gets information on the product but she
makes a bad impression.

In Option B we see her using a more balanced
approach. She’s much more respectful, not just to
the speaker but to the other participants as well.
This time, she makes a better impression.

So here’s my advice. We all have our own agenda
when we attend a meeting. The important point is
to respect the other participants, and that includes
the presenter. Two things: first, this means knowing

when to listen. And second, we should remember
to watch the other participants so we know when
to interrupt.

3.1.1 P=Presenter M1=Man1l
W1=Woman1l NR=NewsReporter

PH = Phineas Harper

P: Inbusiness, as in life, things can and do go
wrong. Imagine this situation: you are responsible
for a major construction project that, after years
of planning and careful project management,
appears to failin front of the world’s media. A
Project Manager’s worst nightmare. In the case of
London’s Millennium Bridge, it was a nightmare
come true.

The Millennium Bridge hit the headlines for all the
worst reasons. As people walked across the bridge,
it started to move from side to side.

M1: Bitsurprised by the degree of sway.

W1: |feelvery seasick, yes. Butit’s not too much
further and we can get off the other end.

NR: The architects say that as a suspension bridge
it was always intended to move, although not quite
as much as it has been over the last few days.

P: What was making the bridge wobble? Was it
safe? It wasn't a big movement, but people could
feelit and were worried about the safety of the
bridge.

PH: The Millennium Bridge opened in the year
2000, on the millennium, but that was actually
slightly behind schedule and slightly over-budget,
butin a project of that complexity, that’s not so
unusual. What was unusual; was that when people
started to walk across the bridge, it began to sway,
quite dramatically, from side to side.

P: The engineers were sure that the bridge was
safe, but the team closed the bridge while they
investigated the problem.

PH: One of the central parts of a project
manager’s job is risk management, so that’s
anticipating all the things that could possibly go
wrong, and having a plan in place to reduce those
risks. And in the case of the Millennium Bridge,
they just didn’t see the wobble coming at all.

P: While engineers investigated the mysterious
wobble, the project managers also had a busy time.
PH: After asetback like this, the project
manager’s highest priority is to manage all the
different specialist teams who are working on the
bridge, but also to facilitate good communication
between those teams. Together, they're going to
have to come up with a new plan of what to do,
which is going to involve setting new budgets,
coming up with new schedules and agreeing

new milestones; but the most important thing,
immediately, is to figure out what the problem was
and to find a solution.

P: Theinvestigation was complicated and took a
long time. The engineers found that the cause of
the problem was the way people’s bodies reacted
to the very small movement of the bridge. The
bridge’s slight movement caused people to walk
differently, and the change in their walking made
the bridge move more. Engineers came up with the
solution of attaching additional parts to the bridge
to stop the movement. The work resulted in even
greater budget and schedule over-runs.

PH: Idon‘t thinkit’s fair to blame the project
managers on the Millennium Bridge for the
wobble, because although we’ve known that
lightweight bridges are prone to lateral motion,
that phenomenon of thousands of people
synchronising their steps had never been seen
before. So, it’s not the kind of risk you can just
predict easily. However, from now on, you can be
sure that at the top of every project manager’s risk
register, ‘bridge wobble” will appear.




P: Two years after the initial problems, the bridge
finally reopened, and it remains a popular London
attraction. It has not suffered from any further
severe movement. Despite that, it is stillknown in
popular culture as the ‘Wobbly Bridge’.

3.3.1 D=Daniel B=Beata C=Clarice

D: Thethingis, I'm going to be really busy on
Jessica’s new project for the next few weeks. So

I need Beata to do the day-to-day work on the
Diabsensor.

I'm sure she’ll be able to stand her ground and
deal with the various issues. But, if she does have
problems, I'm still the project manager, and she
knows that my door is always open - apart from
when I'm having my lunch break. That’s my time.
B: Daniel mentioned that he would like me to
speak to Clarice about the new requirements. I'm
sure | can handle it. I've worked with sub-suppliers
and clients on many other projects. And Daniel is
always close by, in case I need him.

D: Clarice. Good to see you. This is Beata. She’ll

be taking over from me as your main contact on
the Diabsensor. As you know, Clarice is our main
sub-supplier on the project. Her company will

be sending us almost all the components. She’s
almost as vital to the projectas | am.

C: Noone could be as vital as you, Dan. Very
pleased to meet you, Beata.

B: Likewise.I'm looking forward to working with
you.

D: I'have a meeting room booked. Shall we ...?
So, that's the tech side covered. There’s just the
details of the shipment deadlines to sort out. We
need to make some changes. Beata, I'm already
late for another meeting. Can you bring Clarice up
to speed?

B: No problem, leave it with me.

D: Great.

B: He’s so busy today. Well, we all are.

C: Itlooks that way.

B: Anyway as Daniel said, | think there is a problem
with one of our shipment dates ... Here we are.
April 17*. That’s when the delivery is supposed to
leave your factory, isn‘t it?

C: Yes. Four weeks from now.

B: And the container will arrive on the 28™ of May?
C: That'sthe plan.

B: The trouble is that one of our deadlines has
been moved forward so we need at least some

of the components by the 10th of May. | should
have the details here ... ah. Yes. These ones. The
new schedule would mean we need at least one
shipment early, probably by air.

C: Hmmm. Difficult. That will put a real strain on
the budget. We planned to ship everything by sea.
It was going to be part of a consignment for the UK.
B: There’s no flexibility, I'm afraid. We really need
the components earlier. Two weeks earlier, in fact.
C: OK.lunderstand your position. | think we can
doit. Just let me recalculate the budget. There'll be
additional costs.

B: But...isthatreally our responsibility? The
original shipment was due in by the 9% of May. You
changed it to the 28t.

C: Thatwas all cleared with Daniel. Arrangements
have been made. If we had known otherwise, we
would have shipped earlier.

3.3.2 B=Beata C=Clarice

B: But things have changed now. You need

to meet this new deadline. I'm afraid | can't
compromise on this.

C: So there’s no flexibility at all? How about a few
days later?

B: I'm afraid I'm just not that flexible. My hands are
tied. We need that shipment by the 10t.

C: Alright. Let’s be clear here. You now need me to
get these components to the UK by the 10", and |
have to cover all the costs myself?

B: Exactly, yes.

C: Seriously, Beata - there’s nothing you can do
here? No flexibility? Fine. Leave it with me. I'll call
the factory in Shenzhen and get back to you.

B: Excellent. Thank you.

I got what I wanted, which is good. And she knows
that I am the boss, which is also good. I don’t think
I'm going to have too many problems with Clarice
in the future.

3.3.3 B=Beata C=Clarice

B: Yes, | know that Daniel cleared the existing
schedule, but it doesn’t change anything. We still
need the shipment by the 10%. As | said earlier, |
have no room for manoeuvre on this.

C: It'sa pity we don’t have another container
leaving this week. We could have sent them
straightaway. As | say, they’re ready to go.

B: So it seems to me we have two problems here.
I need the components to arrive by the 10%. You
need to be able to cover additional costs. How
about this? | could speak to one of our other
suppliers. We have another container leaving China
this week. Maybe they’ll have some space?

C: That could work. We're talking two cubic
metres, maximum.

B: Let me make some calls.

C: I'llseeif we can get the components down to
the docks in time. Pretty sure we can. Do you know
where the container is right now?

B: Probably stillin the factory.

C: Where's that?

B: Icouldn’t pointitoutonamap... butlknowit’s
in Guangzhou. That’s near Shenzhen, right? Looks
like this could be a win for both of us.

C: Abigwin. And all before lunchtime, too.

B: I'mvery happy with how that meeting went.

I got what I wanted, and | think that listening to
Clarice and trying to solve her problem, made our
working relationship stronger. That will help mein
the future.
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We all have times when people tell us what to

do. We all have times when we need to tell other
people what to do. In the clip we see two ways of
doing this.

In Option A, we see how Beata chooses to use her
authority to get the job done - she’s in charge and
she knows that Clarice will do what she wants.

In Option B, we see Beata and Clarice working
together to find a solution to the problem. So here
she also achieves what she wants, but the outcome
seems to be better for Clarice. I think in this option
their relationship improves, too.

Of course, every situation is different, and it is
impossible to say what always works best. But
there is an English proverb which might help: ‘to
put yourself in the other person’s shoes’. How
would you feel if someone didn’t treat you in the
way that you treated them? Would you still respect
them and work hard for them? This is a question
every person in authority has to think about.

4.1.1 p=presenter ST=Susanne Taylor

BL = Betty Liu LM = Lawrence Maltz

P: Whilst markets may be global, not all products
are universal. Multinationals need to analyse their
target territories, adjust their marketing strategy
and adapt their products to meet local preferences.
Chinais a vast country with a rich elite and the
world’s largest middle class. This makes it a highly
attractive market to multinational companies.
There’s a strong appetite for Western goods

and brands. Chinese consumers have their own
preferences. Therefore, product customisation is an
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important consideration for selling into China. This
can affect both high-end luxury goods as well as
mass-market consumer brands.

Cars are one example at the luxury end of the scale.
Volvo launched a new high-end sedan in Shanghai.
Itis customised for the Chinese market. They

have removed the front passenger seat to make
more room in the back and added a host of luxury
features. Why? Because wealthy Chinese have
drivers and won't ever need the front passenger
seat. They want more room in the back.

Jaguar adopted a similar approach for their new
sedan. They didn’t go as far as removing a seat, but
they packed the rear with luxury features.

ST: The focus is on chauffeur-driven. There’s a lot
of chauffeur-driven cars within Hong Kong and
mainland China. It's a very unique product that we
think really appeals to premium customers who
want a good experience in one of our cars.

P: Butit’s not just the richer consumers in China
who are spending money on Western goods.
China’s huge middle class is a good opportunity for
mass-market consumer brands.

But those global brands also have to adapt - even
if only slightly.

For example, at the opening of Starbucks’ flagship
store in China, we could see that the Starbucks
branding - known all over the world - was
different. The words weren’t there. This made

it clearer for consumers used to the Chinese
alphabet.

The rest of the world associates Starbucks with
coffee. China, however, is the home of tea. So

in China, Starbucks has adapted the brand to
specialise in selling a range of premium teas, whilst
still offering the same ‘Starbucks experience’ to
consumers.

BL: Some of the teas that they’re going to sellin
China: black tea with ruby grapefruit and honey.
And then there’s a green tea with aloe ... so you
know that ... that ... continues to ... um ... reinforce
that premium feel of Starbucks, right? That you're
drinking something a little bit different.

P: And, of course, Starbucks also hopes to convert
the Chinese to coffee.

LM: You know people say why ... why ... go to
China, because they drink tea and not coffee? And
I'm saying, what an opportunity. You know ... We
believe that the coffee consumption will continue
to grow here, and we want to set a standard for
that growth.

P: China will continue to grow as a market for
multinational companies wishing to appeal to

the middle class and the wealthy. And while the
market continues to exist, so will novel adaptations
of Western products in the Asian market.

4.3.1 A=Alex B=Beata

A: So, willit be your first time in Rio?

B: Yes, first time. | feel worried. But | know |
shouldn’t be. I don't really know why. | was in
Japan for five years. I'm used to travelling.

A: Don'tworry. You'll love Rio. I've been there
twice. | guess you'll be meeting Mateo, right?

B: Mm.

A: Daniel’s probably explained by now. Mateois a
nice guy but he can be very domineering. Likes the
sound of his own voice. It’s difficult to stay on track
sometimes.

B: I'll bear thatin mind. Here is my main worry,
Alex. | think I'm well prepared. | bought a book
about Brazil: history, customs and so on. But | have
a feeling it’s going to be really difficult. I'm only
there a couple of days. Will that be enough time to
get to know Mateo? What about the local market?
Or how we can adapt the Diabsensor to its needs.
A: Seriously? Don’t worry. You'll be fine. Just
remember Mateo likes to multitask. Just go with
the flow.
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4.3.2 M=Mateo B=Beata

M: ...on avacation last year. Great memories. What
about your family? Are your parents in the same
field as you, the healthcare business?

B: Ah, no.Dad’s a professor. Mum worked various
jobs but she’s basically retired now. Can we move
to the Diabsensor?

M: Which university?

B: Excuse me?

M: Your father, the professor. Which university is
he at?

B: Erm...Warsaw. The Chopin University of Music.
M: Ah, the Chopin University. That’s not too far
from the National Museum. | know Warsaw well.
It's one of the world’s great capital cities.

B: I'mvery fond of the place, too. Anyway, the
Diabsensor ...

M: There will be plenty of time for that later.
Remind me. What's the name of that really tall
building in the middle of Warsaw? | went to a trade
fair there once, many years ago.

Ale!

Tchau. Tchau. Obrigado novamente. Tchau.

B: Is thisa good moment to start talking about the
Diabsensor?

M: Relax. We'll come to that later. Back to the tall
building. Do you know the one | mean?

B: The Palace of Culture and Science?

M: The Palace! That'sit. That reminds me. | met
Jessica Scott there for the first time. What was

the event again? I think I still have a programme
somewhere around here. Do you want to see it? Don’t
worry. We'll get to the Diabsensor in a moment.

B: Mateo, I really think we should get to the
Diabsensor now. We don’t have long to talk.

M: If you insist. Fine. | just thought you would be
interested in the programme. That’s all. Before |
forget, tell me again why Daniel couldn’t come.

B: Wow. We certainly have very different
approaches. In the end Mateo seemed a little
unhappy when I took control of the conversation.

| tried again and again to bring him back to the
Diabsensor. But he wanted to talk about other
subjects. | see what Alex meant about multitasking.

4.3.3 M=Mateo B=Beata

M: ...on avacation last year. Great memories. What
about your family? Are your parents in the same
field as you, the healthcare business?

B: My parents?

M: Yes, are they in the healthcare business?

B: No, notat all. Mum had various jobs, but she’s
basically retired now and dad’s a professor.

M: Ohyes? Whereabouts?

B: Warsaw. The Chopin University of Music. He's a
bit of a musical mastermind.

M: Ah, the Chopin University. That’s not too far
from the National Museum.

B: You sound like you know Warsaw well.

M: | adore Warsaw. It’s one of the world’s great
cities. I've been there twice. Remind me, what’s the
name of the really tall building in the middle of the
city? | went to a trade fair there once. Many years
ago. Al6! OK. Tchau. Tchau. Obrigado novamente.
Tchau. Now, where were we?

B: Ithinkyou were talking about the Palace of
Culture and Science?

M: The Palace! That’s it. That reminds me. | met
Jessica Scott there for the first time. What was

the event again? | think I still have a programme
somewhere around here. Want to see it?

B: Of course.

M: Great. And don't worry. We'll get to the
Diabsensor in a moment.

B: He liked to talk a lot! But, as Alex said, it really
was best to go with the flow. I didn't want to

seem rude or uninterested even though | really
wanted to discuss the Diabsensor. Mateo has a very
different way of handling meetings to me and | had
to respect that.
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Mateo and Beata are different in terms of
nationality, age, experience, status and personality.
In this case Mateo seems very comfortable with the
situation and is in control. He decides the topic of
conversation. Beata can do little to change Mateo’s
more dominant style.

So, she has two choices. She can try to get Mateo to
follow her agenda and talk about the Diabsensor,
or she can simply go with the flow and see what
happens.

If she tries to push her own agenda, she might

save time, but she might also affect the business
relationship. On the other hand, if she goes

with the flow, she might build up the business
relationship, but she could also end up losing
control of the situation.

5.1.1 p=Presenter SD = Scott Drummond
M1=Manl M2=Man2 MP =Mike Peng

P: These lunchtime diners in San Francisco are
intrigued by a fully automated restaurant that
looks more like a computer store with touch-screen
ordering and freshly made meals, delivered in a
box.

SD: Technology is allowing us to provide a
product at an unprecedented speed, so the time-
pressed consumer in the financial district really
doesn’t have the patience for the old ways of going
out and buying food, interacting with somebody
who might not hear your order correctly.

We've addressed that by creating a process that’s
incredibly fast, incredibly precise and ultimately
gives the customer much more control about what
they want for lunch.

P: Ihadto try it for myself. Much like any other
touch-screen menu, it starts with the swipe of your
credit card. You can customise the menu. The food
here is all vegetarian. Once your order is placed,
it's prepared at lightning speed by chefs working
behind the scenes.

So hereitis, that was less than two minutes, the
food has been delivered, it says here tap twice, the
door opens and here’s lunch, with my name onit,
my balsamic beet salad. Looks good.

M1: Usually we only have half an hour, 45 minutes
for lunch, so it’s nice to be able to come out

during actual lunch hour and get a quick healthy
lunch. This is the first time I've seen anything this
automated and this high quality coming out of a
machine. I've seen, you know, they have similar
things in Amsterdam, but the quality of the food
isnt half as good.

M2: | think that we’re moving away from social
interaction and this is just completely facilitating
that. We didn’t have to talk to anyone to get our, to
get, uh, food made for us, which | don’t necessarily
think is the best thing, but it’s certainly, um, | think
the direction where we're all going.

SD: We've just taken the model and figured out
how to interact with the customer differently, it's

a completely different way of uh, assisting the
customer in making the choices that are best for
them.

P: Other restaurant chains have embraced touch-
screen technology to replace humans. It’s a trend
in the business, fewer staff and a more automated
approach to ordering food.

SD: What we're doing is changing the way that
the workforce is contributing to the preparation

of food. So instead of having, you know, a

cashier, or five cashiers, um, we’ve created other
opportunities for those, those workers, both

in terms of being involved in the technology

that’s supporting the restaurant, um, having
opportunities to interact with customersin a
different and more personal way.

And in the process, not dissimilar to any innovation
where technology comes in, changes the ball
game, we believe that other jobs and other

types of jobs will be created, they just won't be
minimum-wage traditional restaurant jobs.

MP: Well, a lot of what we do is bring our clients
out here to be inspired by, sort of, either new
technologies or new services, new platforms, and
so we had heard about Eatsa, and so we wanted to
drop by and, kind of experience it ourselves.

P: ButinJapan you have similar restaurants to
this, don't you?

MP: Yeah, there’s a lot of vending machine-type
restaurants, so meaning, like, you would order your
food via vending machine and you get a ticket and
you hand the ticket over and you get your meal
automatically, but nothing as, sort of, designed, |
think, as this and so | think that’s why we wanted
to experience the sort of, there’s so many different
magical moments uh that are just, kind of, uh,
really fun.

And so once they introduce the app and you can
order it and just go pick up your food, | think that’s
really gonna disrupt the current food business today.

5.3.1

I'm so glad that’s over. Mateo wasn’t focused at all
... lots of questions about my family, non-stop talk
about his trip to Warsaw. | suppose it was all good
experience though.

I'll be talking to Daniel soon. But what should | tell
him? If | go into detail on all the difficulties ... he
might think that I can’t handle things. I think I'll just
give him an overview. If he wants to know more ...
well, I'lljust play that by ear.

OK. Let’s do this. Sightseeing later.

5.3.2 D=Daniel B=Beata C=Clarice

D: So, Beata ... tell us about your meeting with
Mateo. Then you can go and enjoy some sunshine.
You've earned it.

B: Well, he talked a lot about the colour of

the product. His team carried out some market
research last month ... interviewed patients,
healthcare professionals, pharmacists ...

C: Wait, wait, wait. Did you say pharmacists?

B: Yes. They did some focus groups ... sentout a
really detailed questionnaire ...

C: And that’s what he asked them about? The
colour? Seriously? What's wrong with the colour?
Why did they spend so much time on this?

B: Sorry. | didn‘t really have a chance to ask.

C: Youdidn't?

D: Mateo can be a little domineering, Clarice. Have
you ever met him?

C: No, no I haven’t. Sorry. Please go on, Beata.

B: Well... according to their focus group results - |
have them here if you want to see them - people
prefer the darker shade of ....

D: Beata, ... what does Mateo want us to change,
exactly?

B: The colour of the Diabsensor. But | told Mateo
I'd get back to him. I hope that was OK.

D: Of course. You did the right thing. Clarice, what
do you think? Can we change the colour?

C: I'msorry, no. It's really not possible at this stage
of the production schedule.

D: Right.Ithought so. Anyway, Beata, tell us about
the rest of the discussion.

B: There’s possibly some problem with storage,
but we can come to that later. And ... ah, yes, the
packaging. There’s a problem with the design.

D: What do you mean, a problem with the design
of the packaging ?

B: Mateo doesn‘t think it’s very practical.

D: So, what does he want exactly? Does he want
us to change the design?

B: Well... yes.

D: Areyou sure?

B: Erm...yeah..lguessso ...

D: Next he'll be asking for a whole new product
altogether. Clarice? Is it possible to change the
packaging design?




C: Maybe. I'll have to check with our product
manager, but at this stage ... it’s a long shot.

D: It'savery long shot, | know. How long will it
take for you to confirm this?

C: I'm not sure. We're closed tomorrow for a public
holiday.

D: Canyou get back to us by Monday?

C: Monday? Yes, no problem.

D: Beata, do you have any other news for us?

B: Um, no...That went well. | wasn't totally sure
Daniel wanted to know all the little details ... but I'd
rather he knew everything.

Anyway. Sightseeing time!

5.3.3 D=Daniel B=Beata C=Clarice

D: So, Beata, over to you. Tell us about your
meeting with Mateo. And once you're done, you
can go and enjoy some sunshine.

B: Of course. There’s not much to tell really. Mateo
wants to change the colour of the product to a
darker shade of blue.

D: The colour of the Diabsensor itself or the
packaging?

B: The colour of the Diabsensor. | told him I'd get
back to him. I hope that was OK.

D: Of course. Clarice?

C: I'msorry, it's not possible at this stage of the
production schedule.

D: Yes, | thought so. So, tell us about the rest of the
discussion.

B: There’s possibly some problem with storage,
but we can come to that later. And ... um, yes

... they wanted to change the design of the
packaging, but | told them that wasn’t possible.
That's aboutit, | think.

D: Really? Nothing else? Mateo must not have been
in a talkative mood. For the first time in his life ...

B: Yes.That's everything.

That went well. There was no point in boring them
with all the little details - we would have been
here all day. And if Daniel wanted to know more
information, he would’ve asked more questions.
Anyway. Time to join the tourists!

5.3.4

This clip is about managing information. In both
options, Beata talks about the same meeting but,
as we see, the information that comes across is
quite different. There’s a lot of detail in option A.

In Option B, some things are left out. We can see
how important it is for all participants to ask the
right sorts of questions to get the information they
need. A meeting is productive when it ends with
everyone knowing what actions are required.

In Option A, Clarice and Daniel ask a lot of
questions. They agree on one action point for
Clarice: she needs to check if changing the design is
possible. Beata mentions the storage problem, but
itis not discussed.

In Option B, Clarice and Daniel don’t ask as many
questions about packaging and colour because
Beata gives them all the information at the
beginning. The meeting in Option B is shorter but
key information is still communicated.

6.1.1 P=Presenter PN = Paul Neal

P: Safetyis animportant issue for all businesses.
Companies must ensure that their operations are
safe not only for their own employees but also for
the public. Safety procedures are often requlated
by law.

O’Donovan is a waste disposal company in London.
I went along to find out how they manage safety
across their operations.

Tell me who you are and what O’Donovan does.
PN: My name is Paul Neal. I'm the Logistics
Supervisor here at 0’Donovan Waste. 0'Donovan
Waste is a skip company where we collect waste
from around London and recycle it.

P: The company’s trucks operate on busy

roads. Safety procedures that include measures
for protecting the public are a priority for the
company.

PN: We identified at an early stage there were too
many cyclists being killed on London’s roads, so
we try to do as much as we can to reduce that. We
initiated a programme where we tried to get the
vehicle lower, so the driver can actually see more
around the cab. And what we did was we fitted side
guards to the vehicles just to see how low we could
actually get them before they hit the ground.

P: And|also understand that you've fitted
cameras and electronic sensors to all your vehicles.
PN: That’s right. We have spent up to a quarter
of a million pounds fitting these cameras and a
system to the vehicle which tells us back at the
head office how the vehicle is actually being
driven. If we have any problems on the road, we
can review the footage that the cameras take. They
are 360 degrees, so we can see what’s happening
in front, to the rear and to the sides.

P: At O’Donovan’s recycling centre, workers
handle a wide variety of waste materials that

do pose arisk of injury. Paulis responsible for
maintaining a safe working environment for staff.
This begins with suitable protective clothing for
everyone.

How do you make sure your staff are safe both on
and off site?

PN: Everyoneisissued with the correct clothing
to work in these environments. Also every couple
of months at our head office in Tottenham we hold
training programmes.

P: Tell me more about the personal safety
equipment that your staff have to wear.

PN: Well, it starts from the top with the hard hat.
We wear a hard hat. Firstly, anything could fall on
top of your head, but what we find more often

is, as people are walking around, they could hit
something with their head. High-visibility clothing.
With movement of vehicles we want everyone to
know where everyone is. We have cut-resistant
gloves. The employees are sometimes handling
sharp debris. Also a mask. In the shed it can be
quite dusty, so we have a mask to protect the
breathing. Also steel toe-cap boots, just in case
anything drops on the foot.

P: What happens if there is an accident on one of
the O'Donovan sites?

PN: Well, unfortunately, accidents do occur, and
if they do, we have trained staff on site, first aiders
- that's the first port of call. After that, once the
injured party is OK, we’ll record everything. We
have an accident book which we fillin and then,
after that, we would try to learn what happened
exactly and how we can go forward to make sure
this doesn’t happen again.

P: How much does all this investment in safety
actually cost your business?

PN: Well, as a company, we don't see it as a cost,
we see it more as an asset. We understand that by
becoming a safer company, it’s going to benefit us
in the long run.

P: Paul, thank you very much for your time.

PN: My pleasure.

P: Nice to meetyou.

There’s no doubt that the safety culture at
0’Donovan Waste Disposal is strong. They don’t see
itjustas an issue of compliance with regulation,
but as a core part of what they do and who they
are.

6.3.1

I've got a really tough meeting with Mateo
tomorrow. How will he react? Your guess is as good
as mine.

I'm finding him more and more difficult to work
with. He doesn’t want to follow our regulations

on storage procedures. So I'm going to have to
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negotiate with him and ... 'm not sure ‘negotiation’
and ‘Mateo’ go together well. Here’s the big
question: can | keep things professional and
positive with Mateo while also insisting he accepts
our storage regulations? We can’t compromise on
safety. But if | mess this up, that might make a bad
impression with Daniel.

6.3.2 M=Mateo B=Beata

M: Let me get this straight. The Diabsensor needs
storing at around five degrees Celsius?

B: VYes. It must be refrigerated, otherwise it’s
unsafe.

M: Sorry, but | disagree. Our storage team say
there’s no problem storing it at room temperature.
B: That may be the case, but ...

M: Beata, | like you. You're good at what you do. |
just don’t think you quite understand - regulations
are different here in Brazil.

B: Iunderstand. Really. Nonetheless, perhaps we
can talk about ...

M: You don’t have to worry about all those EU
rules. We have our own safety regulations and
we are very strict about them. We can store this
product, no problem. Would you like to see the
certificates?

B: We really appreciate all the work you’re doing.
But unfortunately ...

M: I've told you, Beata. The plan is to launch the
Diabsensor as soon as possible. Do you have any
idea how much pressure that puts me under? We
carried out a successful campaign at our diabetes
clinic last week. My team has received all the
necessary training. Look, | can assure you - we're
all excited about this new product. It’s going to
change lives.

B: It's great that you've already done so much to
promote the product. I'm sure Danielis going to
really appreciate this.

M: Soam . Very sure. Daniel and | have always
worked very well together. I'll even speak to him
myself and explain the situation. How does that
sound?

B: Sounds good. I'll get him to call you.

Not the outcome | wanted ... but at least Mateo
seemed pleased. He'd rather speak to Daniel than
me, that’s pretty clear. | was able to keep things
professional ... even if I'm starting to think Mateo
doesn’t respect me. At all.

6.3.3 M=Mateo B=Beata

M: Let me get this straight. The Diabsensor needs
storing at around five degrees Celsius?

B: VYes. It must be refrigerated, otherwise it's
unsafe.

M: Sorry, but | disagree. Our storage team say
there’s no problem storing it at room temperature.
B: Aslexplained, Mateo ... it's a question of safety.
The product must be refrigerated. If we store it at
room temperature, we can no longer guarantee
that it will be safe.

M: Beata, | like you. You're good at what you do. |
just don’t think you quite understand - regulations
are different here in Brazil.

B: Icanassureyou ...

M: You don't need to worry about all those EU
rules. We have our own safety regulations and

we are very strict about them. We can store this
product, no problem.

B: Yes, but unfortunately ...

M: We are under a lot of pressure. Some of us more
than most, perhaps.

B: Please. If I could just finish my point ...

M: The plan is to launch the Diabsensor as soon as
possible. My team has received all the necessary
training. Look, | can assure you - we're all excited
about this new product. It's going to change lives.
B: And/canassure you ... the product needs to be
refrigerated. | want you to understand, Mateo. This
is a question of patient safety.
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M: And, as | said earlier, | disagree. Storage is not

a problem. We have the capacity, the staffing.
Everything s in place. No cause for concern.

B: Iunderstand that this is difficult for you. And
you've already done so much to help promote the
product. But my position is clear. We can't go ahead
with the delivery unless the necessary storage
measures are in place.

M: Fine. Let’s see what Daniel has to say, shall we?
B: Ihave no doubt that Daniel will say the same
thing. I'm sure we want the same outcome,

Mateo. But either you find a compromise, or | can’t
approve the delivery.

M: You're being difficult, Beata. | don’t like it. To be
frank ... I'm not sure | can work with you. OK. I'm
going to speak to Daniel. You've left me no other
choice.

B: I'msorry you feel that way. I'm not comfortable
agreeing to the delivery without the correct
storage measures in place. And if you want to
speak to Daniel, fine. I'll ask him to call you.

Well ... he’s not happy. And neither am I. Still, what
can I do? We can’t compromise on safety. And |
know for a fact Daniel s going to say the same
thing. I just hope he’s not annoyed with the way |
handled this.

6.3.4

Beata uses quite different approaches with Mateo
in this clip. In Option A, she focuses on maintaining
a good professional relationship. She wants to
avoid arguing with him, and succeeds. Mateo is still
able to dominate the conversation and by the end,
he thinks he has what he wants.

In Option B, she’s more forceful and shows more
confidence in her communication style. Her voice
is slightly lower and she uses pauses to indicate
important information. Her body language shows
she’s feeling much more confident and this gives
the impression of more authority.

My suggestion is: if we need to explain rules and
requirements, then we’ll be more successful if

we try to build or maintain a good professional
relationship with the other person. One way to do
this is to show we understand the other person’s
situation. But we still need to maintain our
authority.

7.1.1 p=Presenter SC=Siobhan Creaton
C=Customer A=Agent LN =LisaFrancesca Nand
OM = Oscar Munoz BA = British Airways employee
P: Intheearly days of air travel, flying was an
elite experience. All passengers got VIP treatment.
Today, everyone flies. The airline industry gives
passengers a choice of different levels of customer
service. You can choose between classes and
carriers offering a premium service - where they
handle all your bags, you get a big seat and lots of
personal attention - or you can go for a low-cost
service. There are plenty of them: take AirAsia,
Jetstar, Peach, for example. They just get you there
cheaply.

Ryanair is a pioneer of low-cost, ‘no-frills’ flight.
With flights often costing as little as the price of

a good dinner, you're going to queue, and if you
don’t like that, you can pay for priority boarding
and any other extras.

Journalist Siobhan Creaton has written about the
airline and its CEO, Michael O’Leary.

SC: They offer you a cheap flight, it brings you
from A to B, it gets you there safely and usually on
time. That’s his definition of customer service. He’s
always made it clear that they’re not going to put
you up in a hotelif your flight is delayed, that that’s
not part of the package.

P: The 'no-frills" model is popular worldwide. But
it has a problem. There’s a good chance customers
will get angry when something goes wrong. Low-
cost airline, Easyjet, approaches the challenge

of dissatisfied passengers with training sessions
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in assertiveness and interpersonal skills. These
Easyjet trainees are roleplaying typical customer
service problems.

C: Right, I've got.... my husband’s on his way. So if
you could just check us in, that'd be great.

A: Where he actually is he? Is he parking the car
or..?

C: He’s parking the car, yeah, he’ll be ... don’t
know how long he is going to be ...

A: | can't physically check him in without actually
seeing him; well, passport-wise | have seen him. |
have got to make sure he is, you know, is the same
person. Yours is OK, you're fine.

C: Yeah, | know but | can’t travel without him.
We're going on holiday.

A: I'msorry but | can’t actually check you and your
husband in without actually seeing your husband.
P: When confronting upset customers, employees
are trained to use body language but not raise
their voice.

C: He handled me perfectly, he brought ... Iwas ...
I could have been quite anxious or angry and he
brought me right down. So, James was fantastic.
LN: Inthe premium service segment, companies
add on those little extras, those exclusive features
that they feel help them justify asking a higher price
tag. Each of the airlines in this segment work really
hard to try and find that distinctive customer service
experience so they can then charge more for it.

P: United Airlines, for example, works hard to
attract business-class and first-class passengers
with features like no queue to checkin. The
company likes to speak up about developing its
customer service.

OM: We spent thousands of hours, thousands of
hours, meeting with not only customers but with
employees and doing a lot of extensive research
...and as you might expect, the VIP treatment,

the food, all of those things came into place. But
interesting, our research showed that a good
night’s sleep was by far the most important.

P: Flag carrier British Airways distinguishes its
high-price, first-class service not just in practical
ways like priority baggage, but also through an
elaborate ritual on board: afternoon tea.

BA: A lot of our customers from around the world
will book a British Airways ticket ... um ... for the
afternoon tea ... because they like the Britishness
of us.

LN: It's typical of a premium approach to
customer service that businesses want to make
people feel important and to focus on those things.
So for the airlines, for example, it's providing things
like a nice business lounge for them to relax in; it’s
providing them with a comfortable bed to sleep on
when they’re in the air. For a business like banking,
it's something completely different, like increased
levels of flexibility, but it all boils down to the same
business issue: you can charge more if you make
people feel better cared for.

7.3.1 D=Daniel B=Beata M=Mateo

D: This must be a let-down after all that gourmet
coffee at the hotel in Rio.

B: |wish!

D: So take me through the main issues. How can |
put Mateo’s mind at ease?

B: Hewon't follow our recommendations and
refrigerate the sensors. | was very clear: if there’s
no safe storage, there’s no guarantee he’ll get the
product. He didn’t like that. He kept saying | was
overcautious.

D: And that’s how you left it?

B: Pretty much, yes.

D: Strange. | wonder if something else is going on.
Does he have other possible suppliers, perhaps? Or
does he have budget issues?

B: There’s one thing | did notice. All of the
refrigerators were really full at Mateo’s facility.
Maybe he just had a big delivery.

D: Or maybe they have a shortage of refrigerators
and no money to buy new ones? Only one way to
find out.

M: Hello?

D: Hi, Mateo. It’s Daniel. How are things?

M: Daniel, nice to hear from you. All good here,
thank you.

D: Likewise. Anyway, Beata has filled me in on all
of the details. It seems to me that we’ve got almost
everything we need, except for one or two small
things. | just want to hear your side of things before
we have our meeting next week. | just want to
make sure everything is OK for the contract signing.
M: Everythingis fine, overall. But those small
things you mention ... Maybe some of them aren’t
so small afterall.

D: Go on. By the way, just so you know, Beata is in
the room with me. You're on speakerphone.

B: Hi, Mateo.

M: Beata, how are you?

B: Fine, thanks.

D: So, shall we get started?

7.3.2 M=Mateo D=Daniel B=Beata

M: It's nothing personal but Beata is new, so maybe
there are some things that she doesn’t understand.
My experts assure me that there is no problem
storing the sensor at room temperature, whereas
Beata insists that it must be stored at five degrees.
D: Of course. Let’s get back to that in a moment if
we may. What about all the other issues? Delivery
dates, colour, quantities, price?

M: Allfine. The colour isn’t right for me but |
understand nothing can be done at this stage. As
for everything else ... Well ... Storage is the only
issue, really. | tried and tried to explain to Beata:
things are different here in Brazil. And it goes
without saying, really, no guarantee - no sale.

D: Absolutely. You've made that very clear.

M: | hope so. I'm not happy, Daniel. I'm not happy
atall.

D: Mateo, may | askadirect question?

M: Daniel, you know me. No need to ask.

D: What's your refrigaration capacity at the
moment? Do you have enough storage space?

M: I'll be honest. Storage space is a problem here.
But that doesn’t really matter. The issue is whether
or not we have to refrigerate the Diabsensors. And
believe me - we don't.

D: OK, look, don't worry Mateo. I'm sure we’ll
come up with a solution. Let me do some
calculations and speak to my people. And when
you come over to Manchester next week , we'll talk
some more and I'm confident we’ll come up with a
solution. How does that sound?

M: That sounds good. Just one thing, though.

D: Yes?

M: Please make sure it’s not raining.

D: I'llseeiflcanschedule some sunshine. No
promises, though. Speak to you soon.

M: Bye, my friend.

D: What's wrong?

B: Itsounded like you agreed with Mateo. That
you think | don’t know what | am doing.

D: What? No, no. You're completely in the right.

| wanted to give Mateo the impression that | was
neutral, just to see what he would say. It's a tactic,
that’s all. Don’t worry, I'm 100 percent on your side.

7.3.3 M=Mateo D=Daniel B=Beata

M: It's nothing personal but Beata is new,

so maybe there are some things she doesn’t
understand. My experts tell me that there is no
problem storing the sensor at room temperature,
whereas Beata insists that it must be stored at 5
degrees. | tried and tried to explain to Beata: things
are different here in Brazil.

D: Well, I have to say that she’s right, I'm afraid.
Five degrees is the required temperature.




M: So Beata said. And I'll tell you exactly what |
told her. No. We just don’t see the need.

D: Yes, she told me about that. OK, Mateo, let’s get
back to thatin a minute. What about all the other
issues? Delivery dates, colour, quantities, price?

M: Allfine. The colour isn’t right for me, but |
understand nothing can be done at this stage.
According to Beata, at least.

D: Yes, Beata is correct about that.

M: Fine, no big deal. The only other thing is this
storage nonsense. Beata says she can't guarantee
us the product if we store it at room temperature.
And it goes without saying, really: no guarantee -
no sale.

D: Hmm. Yes, | have to say Beata is absolutely right
on this. But please understand | see your point.
Your positions are both very clear.

M: I'm not happy Daniel. And neither are my
diabetes teams.

D: Yes, | understand that. Beata told me about
your teams. Mateo, may | ask a direct question?

M: You can always be direct with me, Daniel. You
know that.

D: What's your refrigaration capacity at the
moment? Do you have enough storage space?

M: I'll be honest. Storage space is a problem here,
but that doesn't really matter. The issue is whether
or not we have to refrigerate the Diabsensors. And
believe me: we don't!

D: OK, look, don't worry Mateo. I'm sure we’ll
come up with a solution. Let me do some
calculations and speak to my people. I'll go
through all the details again with Beata, too. And
when you come over to Manchester next week I'm
confident we’ll come up with a solution. How does
that sound?

M: Perfect. See you next week. And please a little
less rain this time.

D: I'll see what our Sunshine Department can do.
Bye.

B: Thanks for supporting me.

D: No problem. You're completely in the right. And
I wanted Mateo to know that.

7.3.4

As we see in this clip, the customer is not always
right. Daniel has to find a way to make Mateo
understand that the sensor cannot be stored at
room temperature.

This type of situation can be very difficult to

deal with.

As we also see in the clip, there are different
approaches. In Option A, we see Daniel simply
listening and not making any comments.
Basically the idea is to appear neutral and gather
information. Mateo has no idea if Daniel agrees
with Beata. In Option B, Daniel also listens, but
shows clearly that he agrees with Beata, and will
support her. In this way, Daniel shows that there is
ared line which cannot be crossed.

8.1.1 P=Presenter CC=Professor Cary
Cooper

MB = Mike Brogan E1=employeel

E2 =employee 2 E3=employee 3

E4 =employee 4 E5=employee5

P: Inthe last thirty years digital technology has
transformed the way we communicate in the
workplace. A British company, Procure Plus, is
tearing up the communications rule book. Let’s see
their story.

This is Mike Brogan. He and his team rely on digital
technology for business. But Mike worries about
their dependence on email to communicate with
each other. And he’s also concerned that his team
spends too long working online after hours.

E1l: Dol check myemails outside of work hours?
Yes. Dol do it while 'm on holiday? Yes. Do | do it

at the weekend? Yes. And | think that, worse than
that, | tend to use the evening to try and catch up on

emails. But because everybody else is doing that, it’s
abit of a negative because people keep replying.

P: Professor Cary Cooper reckons this dependence
could be harming the business’s productivity. But,
he hasa plan.

CC: We have tofind a better balance. Not only
for our health, and the health of our families, and
our relationships outside. But, actually, for the
productivity and performance of our businesses.
MB: We're here today actually to conduct an
experiment and we're very fortunate to have

Cary Cooper here, Psychologist from Lancaster
University, who's going to tell you a little bit more
about what we're doing today.

CC:  Thanks, Mike. We have a number of rules.
From noon today, allinternal emails will be
banned for the rest of the week. So, you'll have to
communicate eyeball to eyeball, face to face with
allyour colleagues. No texts, calls, emails, anything
at all to do with work after hours. This should be a
fun week, let’s try to get our life back.

We're currently the servant to the technology. We
have to take over and become the master, and if we
do that properly, then I think we’ll get the benefits
of better work-life balance, more team building, a
better culture in the organisation, much more of a
buzz and better morale.

P: So, for the next five days internal emails are
banned, and there’s a curfew on working outside of
the office.

E2: |dont quite know how | am going to get all
my work done between the normal working hours
and not using the email or phone before work or
after work because | am naughty at doing both.

P: High noon. The last emailis sent and the new
regime begins. We'll catch up on these gadget
junkies later in the week.

MB: Last night, when | got home, | certainly felt

a little bit bored at first. But then | started to feel
more and more relaxed because | had nothing to
think about, | suppose.

El: I'mstill a bit concerned about notreplying to
some emails last night, but I'll get over it.

P: The professor behind it allis back to see how
they’ve got on.

CC:  Well, the week’s over and | just want to

really thank you for getting involved in this. We've
suspended technology a bit, haven't we? We've
tried to control technology. We have become the
masters rather than the slaves of it.

So, Mike. The week is up. How have you found it?
MB: There’s a buzz about the place. Now we're
seeing people moving about. There’s a hum around
the office that wasn't there before.

CC: It'skind of a balance, isn't it? Between the
need for technology and working more humanly
with the people you're working with.

P: Butit’s not just Mike who's excited about the
changes.

E3: There’s been a good atmosphere this week.
People have talked to each other more.

E4: Actually, I've comein on a couple of days and
had no emails. No new emails!

E5: Ithasreally helped me get to know my
colleagues a lot more.

CC: Allthe technology interference - the emails
within the business - | think has overloaded people
and actually reducing that has produced, | think,
really positive results, in this work environment.

P: So that experiment suggests that when it
comes to communication, less is sometimes more.
Perhaps, especially, where technology is involved.

8.3.1 D=Daniel B=Beata M=Mateo

D: Feeling optimistic?

B: VYes, actually. I think we’ve got the perfect
solution for Mateo. It's a win-win.

D: Me too. Just don’t get too technical. We need
to focus on the benefits. | really want to close this
deal today.
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B: I'lltry to keep things simple.

M: Hello, everybody. It’s like a cinema in here. Any
popcorn?

D: We're all out of popcorn, I'm afraid. Welcome,
Mateo. Really good to have you here in Manchester.
M: It's good to be here. And it's not even raining
this time.

D: Well, I can’t take credit for that, much as I'd

like to. So, shall we get started? We've come up
with someideas that will hopefully solve the
refrigeration problem we discussed, or at least put
us on the right track.

M: Excellent.

D: Idfirst like to review where we are, just to make
sure that we're all on the same page, so to speak.
Then we’ll discuss outstanding issues. Hope that’s
OK? I've put a summary on these slides.

8.3.2 D=Daniel M=Mateo B-=Beata

D: So that just about sums it up. We've agreed on
the delivery dates, quantities, colour ...

M: Yes, yes. That only leaves the same point as
before. The refrigeration issue. It’s still outstanding.
D: Ithink we may have a way around that
problem. As | understand it, your, erm, local rules
do not require the sensors to be refrigerated.

But we feel that we simply can’t guarantee

the performance of the product without that
refrigeration. Does that sum up the situation as you
seeit?

M: Exactly.

D: Beata hasanidea. Beata.

B: Thanks, Daniel. So, | was doing some research
into the packaging options. At the moment we plan
to send you the sensors in insulated containers
that keep the sensors below five degrees during
transport. Now, these containers will keep the
temperature stable for the journey to Brazil, but
once they are opened the sensors need to go into a
refrigerator.

M: Beata, I've told you countless times ...

B: Hear me out. I've found a supplier that
produces portable refrigeration units. These

can be connected to an exterior power source
atareasonable price. So in other words these
containers are more than insulated coolers. They
can also be connected to a power supply. Then they
act as refrigerators.

M: So what you mean is that | don’t need to put
the sensors into refrigerators? They already come
in refrigerators?

B: Correct.

M: But if we use these portable refrigerators won't
the cost go up? Let me tell you: refrigerators are
not cheap.

D: True.And yes, the containers are a little more
expensive, however we are prepared to cover

that extra cost providing you buy enough sensors.
We are confident that you will be happy with the
product and will continue buying from us.

B: Inreturn we would need you to provide the
power supply when the containers arrive. You
would need to plug the boxes into your power
supply on arrival. And they don’t use much energy,
so | dont think this will be a problem for you. Here
are the specifications.

M: This is a perfect solution. You're both geniuses.
Move over, Einstein. To sum up, you provide the
containers, and | provide the power supply. Great.
Here’s what I'll do. I'll take a longer look at the
specifications and chat to my technical team, and if
itis asyou say itis, we will be able to go ahead.

D: You were a bit too heavy on the technical
details, Beata.

B: Oh,I'msorry.

D: Don‘t worry. | think he actually appreciated it in
the end. Great work.
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8.3.3 D=Daniel M=Mateo B-=Beata

D: So that just about sums it up. We've agreed on
the delivery dates, quantities, colour ...

M: Yes, that only leaves the same point as before.
The refrigeration issue. It's still outstanding.

D: Right, itis. But | think we may have a way
around that problem. As | understand it, your,
erm, local rules don't require the sensors to be
refrigerated. But we just can’t guarantee the
performance of the product without refrigeration.
Does that sum up the situation as you see it?

M: Absolutely.

D: OK.Well, Beata has an idea | think you might be
interested in. Beata.

B: Thanks, Daniel. Mateo, | think you're really
going to like this solution. Not to mention the
hidden benefits it provides. | was doing some
research into the packaging options and | figured
out that we can change the type of package we
use. As you know, the plan right now is to use
insulated containers to keep the sensors cool,

but you would need to put the sensorsinto a
refrigerator after the journey ...

M: Beata, we've been through this over and over ...
B: ...whichis why we have a new package now.
One which also acts as a refrigerator. After they
arrive, you simply plug in the containers into your
power supply and the sensors remain cooled.
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M: So what you mean is that | don’t need to put
the sensors into refrigerators? They already come
in refrigerators?

B: Yes.

M: But if we use these portable refrigerators, won't
the cost go up? If there is one thing | know about
refrigerators, it’s that they're expensive.

D: That's true. And yes, the containers are a little
more expensive, but this supplier that Beata found
is using quite interesting technology to keep the
costs low. We are prepared to cover the extra

cost providing you buy enough sensors. We are
confident you will be happy with the product and
will continue buying from us.

B: Inreturn we would need you to provide the
power supply when the containers arrive. | think
your diabetes teams will be very happy.

D: And there’s another benefit, too. Once the
sensors have been used you end up with empty
refrigeration units, which you can use for other
things. You know, like keeping your drinks nice and
cold.

M: If you keep my drinks cool, you're guaranteed to
keep me happy. Great solution, my friends. To sum
up, you provide the containers, and | provide the
power supply. Let me speak to my technical team,
and ifitis as you say itis, we will be able to go
ahead.

Do you have any information about how much
power we would need?

: Right here.

: Thank you. Excellent. Excellent.

: Nice work. Light on the tech stuff. Just like | asked.
. We make a good team.

: We certainly do.

8.3.4

One key skill to end a negotiation is to summarise
what has happened so far, so that everybody
understands what still needs to be done. Daniel
does this very well.

Daniel also has to persuade Mateo that he has a
good solution.

The refrigeration problem has not yet been sorted
out. In this clip, we see two possible ways of doing
this.

In Option A, Beata presents a technical solution,
which she explains in some detail. In Option B, she
focuses less on the technical aspects and more on
the benefits. As we see, both these approaches
work.

As always, what we decide to do depends on lots of
factors - the issues, the personalities involved, the
relationships and so on. At the end of the day, the
skillis in finding ways to communicate well with
your business partner.

owo=




) Audioscripts

1.01

A: Hello, caller ...

B: Hello?

A: Yes, hi. Welcome to the show. What can | help
you with today?

B: Hi, Jenny.I'm a recent graduate - | have a good
degree. The problem is, I'm finding it hard to get a
jobinterview. | mean, forget gettingajob ... | can't
even get an interview.

A: OK..

B: I'm using social media - a professional-
networking website - and | have a few contacts in
the industry I want to workin ...

A: Thatsounds good so far ... using these sites is a
greatidea.

B: But honestly, | don’t think there’s anything on
my profile that's special. | mean - | use all the right
words - I'm creative, I'm good at problem-solving,
I'm hard-working ...

A: ...buteveryone says that.

B: Exactly. Everyone says employers want those
things, so everyone uses the same description of
themselves! So my question is: How can | make
myself stand out from the crowd on social media?
A: That'sagreat question, caller, and I'm here

to help. So first, why not try deleting everything
you've written about yourself?

B: Delete everything?

A: Yep.And after that, why don’t you take your
description of yourself - creative, good at problem-
solving and so on, and for each word, think of an
example from your own experience that shows
who you are?

B: Er.. 0K, like ...

A: Yousaid you're creative. How about telling me
about something creative that you‘ve done?

B: Sure, OK. Er...when I did my degree, | created
a website for one of my projects. | designed it and
took the photographs for it and everything.

A: That's great! So you really should put that on
your social media profile - you designed and built
a website. What’s next? Did you say you're good at
problem solving?

B: Yeah..

A: So how can you show me that?

B: Problem solving?

A: Right.

B: Well, thisisnt related to school or work, but

I do a lot of hiking and camping. A few times,

I've had serious issues with weather or broken
equipment, and I've had to figure out what to do.
A: OK, you could consider putting something
about that on your profile. Explain your love of the
outdoors and how you deal with the challenges in
your hiking and camping.

B: I've never thought of putting that on my
profile ...

A: Well, you ought to think outside the box - and
you need to show employers who you are instead
of just saying who you are.

B: Yeah, |understand - | getit. That's really
helpful. Thank you so much.

A: No problem. Good luck with your new profile
and with getting some job interviews!

B: Thanks!

1.02

A: Hello, caller ...

B: Hello?

A: Yes, hi. Welcome to the show. What can | help
you with today?

B: Hi, Jenny. We spoke a few weeks ago ...

A: OK..

B: And | just wanted to let you know ... I stillhave a
problem.

A: Really? So can you remind me - what was your
problem?

B: My professional networking profile - it wasn’t
working.

A: Oh, sure, OK,  remember. So ... my advice wasn't
useful?

B: Well, not exactly. | mean it was useful ... Maybe
a bit too useful.

A: Ha, ha- 0K, Isee.So what’s the problem now?

B: Too many choices! | followed your advice, and
soon after, when | applied for six jobs, | got four
interviews.

A: Well, congratulations!

B: And after four interviews, | got two job offers.
And my problem now is that | can’t decide which
job to take.

A: OK, well, why don't you tell me about the two
jobs?

B: Basically, one looks very interesting but not
very well paid. The other, honestly, is probably a bit
boring, but the money is good.

A: Andyou're a recent graduate, right?

B: Yes, that'sright.

A: Andyou're single - no kids?

B: Yep, that's me.

A: OK, I think you should follow your heart. Why
not try asking yourself which is more important:
money or excitement?

B: That's the problem, Jenny - I really can’t decide!
University cost a lot of money, and | want to pay
back my loans. That will take a lot longer with a
low-paying job.

A: Yes, | see what you mean. OK, well, let me ask
you a few more questions. What ...

1.03

My first piece of advice is, be prepared. Find out
which companies will be attending the careers
event, choose five or six that might be interested

in your profile and research them online. Visit their
careers pages and find out which ones are hiring or
offering internship programmes.

Update your CV and make several copies. Then,
prepare an ‘elevator pitch’, or brief introduction -
let’s say 30 seconds - to talk about yourself: who
you are, what you do and your past experiences. Be
prepared to explain how your skills can be useful
to their company. Also, think of questions to ask
such as: What is the training programme for new
recruits? What do you look for in a candidate?

On the day of the careers event, make sure

you dress as you would for an interview - look
professional. Choose your company, then network,
don‘tinterview; your aimis not to get a job
interview immediately - in fact this rarely happens.
Instead, introduce yourself, shake hands and make
good eye contact. First impressions are important,
so speak clearly and confidently and demonstrate
your ability to interact professionally. Recruiters
are looking for people who are adaptable and
resourceful, but also ambitious and passionate.

Be honest. If you don’t know something, say you
don’t know, but show the recruiter you can learn
and learn quickly. Most importantly, don’t forget to
get the recruiter’s contact details so you can follow
up afterwards.

After the event, email the recruiters or company
reps you met and thank them for their time.
Remind them of the conversation you had and
repeat your interest in their company. Send an
updated CV if necessary. Ideally, you should do this
within five days after the event.

1.04
1

E=Ella R=Recruiter

E: Hi, I'm Ella, I'd like to ask you a few questions, if
possible.

R: Yes, of course. How can | help you today?

E: Iheard you were taking on new recruits. Can |
give you my CV?

R: Yes, of course. Which department are you
interested in, Ella?

E: Oh, anythingin marketing, | don’t really mind.
I've just always wanted to work in the tourism
industry. | have a degree in marketing and | enjoy
travelling.

R: Well, OK, that’s a good start.

E: Canltakeabrochure? I'd like to learn more
about what you do.

R: Sure. Here you are. And here’s my card. If you
have any questions, I'd be happy to answer them.

E: That's great. Thanks for your help. Sorry, what
was your name?

R: BenRichardson. I'm the Assistant Recruitment
Manager.

2

R=Recruiter J=Jamie

R: Good morning. How are you enjoying the fair?
J: I'veonlyjustarrived to be honest, but there are
a lot of very interesting companies present though.
Sorry, could I just ask you a few questions about
Travelogue?

R: Yes, of course. Have a seat. What's your
name? I'm Ben Richardson and I'm the Assistant
Recruitment Manager.

J: My name’s Jamie, Jamie Mitchell.

R: Good to meet you, Jamie. So, what can | do for
you?

J: I'vejust graduated from the University of
Manchester with a marketing degree, specialising
in tourism. I know you're busy, but I'd like to talk to
you about my skills. I think they might be useful to
your company.

R: Congratulations on getting your degree.

J: Thankyou. I understand you're looking for
Junior Marketing Associates.

R: We are, Jamie, that’s right. What kind of
practical experience do you have?

J: Well, I did my internship with a team that
developed a marketing plan to promote UK
tourism for a small village in Spain.

R: Thatsounds interesting. Can you tell me more
about that?

J: Itwas for a smallvillage in the south of the
country. As | said, we created this marketing plan
and then presented it to the local tourist board and
it was adopted.

R: Isee, wonderful. It sounds impressive. As you
probably know we do a lot of work in Italy.

J: Oh, really? I speak a little Italian.

R: OK, that might be useful. Do you have a CV?

J: Sorry, I just gave away my last one, but I've

got a business card. There’s a link on there to the
village website that | helped create.

R: Thankyou very much. And here’s my card.

J: Id like to know more about the work you do in
Italy. Can you put me in touch with the person in
charge of your marketing projects? I'd like to ask
them some questions if possible.

R: If yousend me an email, I'll do that.

J: Canltake a brochure?

R: Hereyou are. It's been nice talking to you. Enjoy
the rest of the event.

J: Thankyou foryour time, Ben. | really appreciate it.

2.01

Message 1

Hello, this is a message for Emma Newman in HR.
My name’s Mark Thomas, T-H-0-M-A-S and I'm
calling about the logistics position you interviewed
me for last Thursday. I'd like to discuss the financial
package in more detail if possible. Could you call
me back please on my mobile - that’s 0044-7623-
911-129. That’s 0044-7623-911-129. I'm available
until 4 p.m. today. If not, then you can send me

an email so we can we fix a time to speak. | look
forward to hearing from you. Thanks. Goodbye.
Message 2

Hi, it's Carla again. Erm, | hope I've got the right
number. Erm, my message got cut off last time so
I'm calling you back just in case. Er, erm, yeah, I've
got wall-to-wall meetings all afternoon and then |
have to leave early so erm | don't really have time to
send an email, but the internet was down yesterday,
anyway, so, er. Anyway, erm, I'm super busy as

you can imagine. | wanted to speak to you about
the candidates we interviewed last week for the
logistics job. Er, what did you think? Not bad, erm...
Message 3

Good morning. This is Zhanna Petrovna in Logistics.
Could you ask Emma to call me back? We have

a bit of a problem with the references for one of
the shortlisted candidates. If she can call me back
on extension 4385. It's pretty urgent now, so I'll
expect her call by the end of the day.
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2.03

Message 4

Good morning. | want to leave a message for Emma
Newman. This is Daniella Rossi, R-O-S-S-I, returning
her call. Emma asked me to contact her to discuss
the terms of my new consultant contract. I'm
available to talk until 2 p.m. today but then I'min
meetings all afternoon. In case she doesn’t have my
mobile number, I'm on 07654 322 187. Otherwise,
maybe she can leave a message with my assistant,
Elliot Barber. Elliot is on extension 5283, that’s 5-2-
8-3.Sorry, can she also re-send a copy of my new
contract? | can't open the document. | hope to hear
from you soon. Many thanks.

2.04

A=Alice M=Matthew S =Stanley

A: Morning, Matthew. I'd like you to meet Stanley
Dongoran, our Indonesian business partner, who's
helping us set up the factory in Indonesia.

M: Hi Stanley, nice to meet you.

S: Nice to meet you, too.

A: So, Stanley what do we need to do now?

S: Well, the first thing is to get the licence from
the Indonesian Investment Board. I've already
submitted everything for that and it’ll be ready
next week.

M: That's great, so we’ll be able to visit Indonesia
then?

S: Yes, I think next month would be a good time to
go.

A: What will we have to do first when we get
there?

S: We'll need to open a bank account and then
we've got to think about the factory - those are the
priorities.

M: You mean we need to find one or the land for
one?

S: The land. I've found a couple of suitable
locations and we're going to visit them to make

a final decision. Then we can arrange all the
documents we need to register the business
premises. All these things take time but we can get
the process started.

M: How long exactly?

S: Here’s the time schedule for each element.

A: Thanks.

S: Then we've got to organise all the other
permissions we need. That’s all on the schedule,
too.

M: Right. Are we going to interview some local
people for jobs while we're there?

S: I've found three great candidates to be the
Site Manager for you to interview. We're going to
meet them and have formal interviews so you can
choose someone.

A: Thanks. Matthew, can you organise the flights
and accommodation for the trip tomorrow?

M: Of course.

Ext2.01

N=Nikolay A=Aiko G=Genna P=Philip S=Sam
N: Good morning, everyone! We're going to
discuss what we need to do about the problems we
had last week.

A: Well, | think we should look for new suppliers.
Our current supplier is always late and deliveries
have been incomplete.

N: That’s true, but their materials are excellent
quality.

P: Yes, but we can't afford to lose any more
production time because we don’t have supplies.
N: OK, Aiko, can you look for alternative suppliers
and give us the details at next week’s meeting?

A: Sure.I'llget onto it straight after this meeting.
P: We also need to employ more factory staff. We
can’t produce the quantities on time even when we
have the supplies. Two people left last month and
we haven’t replaced them, have we, Genna?

G: That's true. Nobody asked me to replace them.
You said you thought you could manage.

N: | think you'd better advertise for new staff this
week and ideally have some candidates ready
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to interview sometime next week. What about
Wednesday?

G: Certainly.

P: I'msorry, but even if we have the staff and the
supplies, we've got problems with the equipment,
which keeps breaking down. We really need to buy
some new equipment. Is that possible?

N: It might be. Philip, can you let Aiko know by
tomorrow what you want?

P: Absolutely. That'd be great.

N: Now, | understand we’ve had a lot of
complaints from customers this month. We need
to do something about that quickly or we’ll lose
customers. Sam, can you write a report for me
about the problems and your strategy for dealing
with it? I'd like it by Thursday this week if possible.
S: Yes, of course. I'll get onto it immediately.

2.05

K=Kenzo S=Susan

K: We need to discuss how we're going to keep
everyone informed about the potential takeover of
the company by Bines plc. Firstly, | think we should
send a letter to all employees about the situation
guaranteeing that no jobs will be lost if Bines takes
over.

S: Why don’t you meet the staff and explain it face
to face first? | think they’d appreciate that.

K: Yes, but not yet. Email all staff inviting them to
ameeting on Friday 15th in the staff room. I'lL tell
them then.

S: I'llemail them straight after this meeting.

K: We can send them a letter with all the details
after we've told them face to face.

S: OK.Good idea. And what about our customers?
We don’t want them to hear about this from the
newspapers. Shouldn’t we let them know that it’s
business as usual?

K: Yes, | agree. We can do that after we’ve signed
the contract on Wednesday 20th. How do you think
they’ll respond?

S: Ithink they’ll be concerned about quality.
Bines are not known for their quality and customer
service, as we are.

K: They'lLstill get the best customer service we've
always offered and we’ll make sure the quality
doesn’t suffer. Bines don’t want us to lose that.

S: Do you thinkit would be better to speak to our
biggest customers individually?

K: Ithink that'd be a good idea, actually - before
we announce it to the world.

S: Exactly. So we won't send out a press release
until we’ve spoken to our biggest customers then.
K: Exactly.

3.01

China’s Grand Canal, which connects the cities of
Beijing and Hangzhou is 1,700 kilometres long. It's
the longest artificial waterway in the world, and

an important shipping route through the years.

But what’s more amazing than the length of the
canalisits age. Work on the project began in the
fifth century BC - more than 2,500 years ago. There
was never a plan or budget for the whole project. A
series of Chinese governments built and extended
the canalin sections over a period of 1,700 years,
finally finishing it in the 1280s. When they were
working the hardest on the project, five million
men and women were involved in the construction
- mostly labourers, but also engineers. Today, only
the section between the cities of Hangzhou and
Jining- about 500 kilometres - is open for shipping.
Itis about 100 metres wide at its narrowest point.
In some places, the canalis less than a metre deep.
The Suez Canalin Egypt connects the Mediterranean
Sea and the Red Sea. Work started in 1859. They
thought the project would take six years, but they
finished later than planned, in 1869 - four years
behind schedule. At one point five million people
worked on the project - mostly labourers, but also
engineers, accountants and project managers.
Some sources say that at least 30,000 people

were working on the canal at all times during its

construction. The project ran 1,900 percent over
budget. The total cost was $100 million. But it is
still one of the most important shipping routes in
the world. With a length of about 190 kilometres,
the canal makes the journey between the North
Atlantic and the Indian Ocean much shorter than
going around Africa. It reduces the trip by 7,000
kilometres, making the journey less difficult and
time-consuming. At its shallowest point, the canal
is about twelve metres deep and fifty-five metres
wide.

The Panama Canal, in Central America, connects
the Atlantic and Pacific Oceans. In 1881, a team
from France started work on the project after
seeing the success of the Suez Canal. However, the
Panama team had to work a lot harder than the
Suez team. Construction in the jungles of Panama
wasn’t as straightforward as digging in Egypt’s dry,
sandy desert. In fact the digging itself was the least
challenging part of the job. Dealing with the heavy
rains made work impossible at times. The team
missed target after target, soon falling behind
schedule. They finally gave up in 1889, when they
ran out of money. Fifteen years later, an American
team took over the project. Work on the canal
began again in 1904. It took 75,000 workers ten
years to build the seventy-seven-kilometre canal

- four years longer than the original estimate of
six years. The team included engineers, specialised
machine operators and of course labourers. Finally,
in August 1914, the first ship passed through the
canal. Amazingly, although the canal cost $375
million to build, the project came in $23 million
under budget. At its narrowest point, the canal is
about thirty-three metres wide and twelve metres
deep.

3.02

1 It'sthe longest artificial waterway in the world.
2 Butwhat’s more amazing than the length of
the canalisits age.

3 When they were working the hardest on the
project, five million men and women were involved
in the construction.

4 They finished later than planned.

5 Itisstillone of the mostimportant shipping
routes in the world.

6 The canal makes the journey between the
North Atlantic and the Indian Ocean much shorter
than going around Africa.

7 Itreduces the trip by 7,000 kilometres, making
the journey less difficult and time-consuming.

8 The Panama team had to work a lot harder than
the Suez team.

9 Construction in the jungles of Panama wasn't
as straightforward as digging in Egypt’s dry, sandy
desert.

10 In fact the digging itself was the least
challenging part of the job.

3.03

Bid A

We can start the installation two weeks from
now, on February twentieth. It will take our two
technicians five days, but you can continue working
in the office the whole time, so it’s convenient.
Our price doesn't include product support - we
can provide a separate bid for that. But we do
guarantee the hardware and the installation for
three years. We can do the job for 13,000 euros.
Bid B

We can do the job next week, on February the
thirteenth. We can send ten technicians and finish
the job in one day, but you’ll need to leave the
office completely empty for us, so we can work. The
price includes full product support and training,

if you need it. This also includes the hardware
manufacturer’s standard one-year guarantee. It
will be 17,000 euros for everything.

Bid C

We need to order the hardware from our supplier,
and it will take three weeks to deliver. That means
| can start the job one month from today - on the




sixth of March. I'll do the installation myself, over
three weekends - so it will take three weeks to
finish, but you won’t see me. It won't interrupt your
work at all. 'm happy to give full product support,
and | guarantee the entire installation for two
years. The whole package is 11,000 euros.

3.04

Part1

Welcome to our first stand-up meeting. No sitting
down. The idea is that these meetings will be over
very fast, not more than fifteen minutes, and the
aim is to bring us all up to date about what is going
onin the team. This is very important. It is for all of
us, not just for management.

From today these take place every morning at
9a.m. This is a new type of meeting for most of us,
so I will just explain what we plan to do.

It's very simple. | will start by throwing this ball to
a person. The person with the ball then gives the
rest of us three pieces of information. One: What
they did yesterday. Two: What they plan for today.
Three: Any problems or impediments that they see.
That’s it. No discussion. They then throw the ball
to another person, who answers the same three
questions. We go on until everyone has spoken.
After the meeting | will then follow up and speak to
individuals about any action items. Any questions?
No? Good. OK. Let’s start with Jack. Catch!

3.05

Part 2

J=Jack S=Sal T=Tom TL=team leader

J: OK.Yesterday | worked on the new contract

for the China project. Today | have a meeting with
the lawyers to clarify some of the questions | have.
So the draft contract is in progress, and | expect

to complete it today. The only impediment | see is
time - the lawyers say they can only give me one
hour, and it may not be enough.

S: Hi, everybody. So ...  had a meeting with a sub-
supplierin the morning, where we agreed some
new deadlines. We followed up the meeting with
a nice lunch. And then in the afternoon | went to
the dentist. Today my plan is to finish writing a
summary of yesterday’s meeting, and then I'll be
briefing the production team leader. | don’t see any
impediments at the moment.

T: OK, I'm planning to work on the designs for

the new logo for the rest of today. Oh sorry ...
Yesterday | spent most of the day discussing ideas
for the new logo ... with different departments.
That was difficult because | didn’t have any fixed
appointments with anybody so it was really a
matter of luck. ... So today, as | said, I'll be working
on the designs and then Ill be discussing them
with the people | missed yesterday. Hopefully. If
they are available. Oh, I nearly forgot. Yesterday |
also met with one of the new designers who will
be working on this project until the end. Thank you.
TL: Thank you, everybody. That's great. My turn
now. I've been working on the schedule for the
factory shut down in November. Nothing to report.
I'll be spending most of today working on the plans
and I hope to finish them this afternoon. I'll then
be discussing them with the boss before they go
public, so I won’t be answering any questions at
this stage.

3.06

Part 3

B=boss TL=team leader

B: How are we doing with the redrafting of the
China contract?

TL: Jackis handling that. He’s meeting with the
lawyers today, and is hoping to finish the draft
today, too.

B: That’s good. What about Sal’s meeting with the
sub-suppliers yesterday? | saw her in the canteen.
What'’s happening with the deadlines?

TL: Well, they did agree some new deadlines, but |
haven’t seen them yet. I'm sure they’ll be OK.

B: And where are we with the logo?

TL: Tom’s working hard on that. He’s going round
the departments getting feedback, and he’s
meeting with the designers. It's allin hand.

B: Canyou bring me up to date on the programme
for today?

TL: Well, let’s see, Jack is doing the contract, Sal

is writing up yesterday’s meeting and doing some
briefings, and Tom is working on the logos. I'll be
focusing on the new schedule and the factory shut
down.

B: Ah, yes. What's the latest on the new schedule?
Let’s see ... Can you give me an update on the
plans?

TL: Yes, | can do that now, if you like.

B: Fine. When will you be able to bring me up to
speed on the factory shut down?

TL: I should be in a position to do that this
afternoon. Can | come round your office, say
four-ish?

B: Sounds good. Thanks.

4.01

Part1

OK, so what | want to do today is focus on ways of
building consensus. Building consensus is all about
finding what the group wants to do, not what each
individual wants to do. It's about group needs,
notindividual needs. Sometimes we need to meet
halfway, to find the middle ground. And sometimes
we will be persuaded that one way is best.

We will do some practice activities later on, but
first 1 want to remind everybody of two basic
principles we all need to follow. First, if we

want to build consensus, we must make sure

that everybody is involved in the conversation.
Everybody must have the chance to speak. And
second, everybody’s opinion is of equal weight

and is to be respected. No one in the group is more
important than anyone else. OK? Got it? Good, so
now here’s what we are going to do.

4.02

Part 2

M =Manager J=Jose T=Tanya S=Sam

D =Dorothy

M: So the first thing we are going to do is decide as
a group how we want to proceed. We have three
options. We can stay as one large group, we can
break into smaller groups, or we can work in pairs.
Any thoughts? Remember, everybody must be
involved in the discussion, and everybody’s opinion
is to be respected. Yes, Jose? What do you think?

J: Solthink we should stay as one big group.
There are not so many of us, and it will be easy for
everyone to be heard.

T: I'mafraid | disagree. It will be much better in
smaller groups. That way everyone gets much
more talking time.

S: lagree with Tanya. Much better. With a big
group one or two people always dominate.

D: Yes, | agree, too. We can be much more efficient
if we work in small groups.

J: Well, I don’t think my idea is that bad. | agree
thatin a big group one or two people could
dominate, but that is easy to fix. We use talking
sticks.

S: What are talking sticks?

J: Each person has two sticks. This gives them the
right to talk twice. Each time they say something
they must give up a stick. When they have no more
sticks they cannot talk. That way everyone has the
same chance.

S: Actually, that’s not a bad idea. But we will need
more than two sticks.

J: Thatwas just an example. Of course we need to
decide how many sticks to use.

D: Sowe need to find consensus about the
number of sticks before we can even start a real
discussion?

M: That’s a good point. Yes, we need to decide on
the process before we can move to a discussion.

So nobody is interested in working in pairs? Good,
OK. So we're already narrowing down the options
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and moving towards consensus. Not everybody has
spoken, so | would like to hear what the rest of us
have to say. Sandrine?

5.01

Kendra

Good morning. Today, | want to introduce you

to the new ZX3 Hot-Seat. The ZX3 Hot-Seatis a
portable, heated seat. It's designed for sitting
outside, especially in cold weather, either in the
park or at a music or sports event.

So first, let me talk you through the product
specifications. As you can see from the slide,

the ZX3 seat is made of memory foam that
automatically moulds to your body shape and

is designed to be extremely comfortable. It has
aremovable, washable cover made of a water-
resistant nylon mesh that comes in a choice of
three colours - red, blue and green.

The ZX3 Hot-Seat measures 940 by 480 mm, and
weighs just 1,050 g. As you can see, it comes with
retractable arms to provide maximum comfort.
Each arm measures 300 by 125 mm, weighs 45 g,
is made of lightweight plasticand comes in black
or grey. As well as two USB ports, the ZX3 also
has an optional plastic container used for holding
hot or cold drinks. Finally, the heavy-duty rubber
handles and padded straps are designed to make
transportation easier ...

Paolo

So you've heard Kendra telling you about the
features of the ZX3 Hot-Seat. It's a great product,
but what’s in it for your customers?

How many football fans in the audience today?
Quite a few. You must agree nothing beats
watching your favourite team play at the stadium.
But whenit’s cold and wet, wouldn’t you rather be
in the warmth and comfort of your living room?
Well, the ZX3 Hot-Seat is the solution. For example,
its heated seat means you can combine the
excitement of the stadium with the comfort of
home. For added comfort, there are optional arm-
rests which allow you to sit back and relax as you
watch the game, while the plastic cup-holder lets
you enjoy your favourite drink at the same time.
The Hot-Seat has a washable cover so it's easier to
clean, plus the lightweight seat with handles and
straps make it easier to carry.

Kendra mentioned the Hot-Seat has two USB
ports, so you can recharge your mobile devices

if you need to. In today’s instant world, we know
how important this will be, especially for younger
customers. This also lets you post pictures on
social media of those all-important goals, as they
happen.

6.01

Jenn

Security is a big issue in the hospitality business
although it can be very different depending on the
hotel category. | mean, some low-cost hotels these
days don’t even have an in-room safe for people
to keep their valuables in, and | think that’s crazy.

I work in a five-star hotel and guests need to use
their room key card in the lifts to get to their floor.
You just touch your room key card to the pad and
the lift automatically selects your floor. You also
need the room key card to get from your floor
back down to the lobby. | thinkit's becoming quite
standard in newer city hotels. Not everyone likes
it. Some guests complain it’s annoying when they
want to visit another floor. Of course, you don’t
have to take the lift. You can get access to other
floors by the stairs, but it’s like setting your house
alarm or locking your doors. It's not going to make
it completely impossible for someone to commit a
crime, butit’s an extra barrier.

Paul

You know I've never thought about it before, but
security is very relaxed in the university building
where | work. Students and staff are walking in
and out all day long and anyone can just walk in
off the street. There’s only ever one receptionist
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on duty and she has to answer the phones, deal
with queries and work on the computer, so she
can’t possibly keep an eye on everyone who
comes and goes. And whenever she needs to go
somewhere or take a break, the reception area

is completely unattended. There are signs on the
walls in all the classrooms warning students to
keep their valuables with them, and lecturers have
to remember to lock the staffroom door, but it’s
not ideal and we occasionally have had problems
with theft and vandalism. There aren’t even CCTV
cameras in the corridors.

Aisha

I've worked in a multinational IT company for
almost ten years now. We need to leave our mobile
phones with the guard on reception and he puts
them into a locker and you mustn’t bring in any
pen drives or any type of USB storage devices to
the office. In the past you didn’t need to wear your
photo ID, but now your badge must be visible on
you at all times. If a manager or the security guard
catches you without it, they’ll say something. And
you need it for everything. You see, it has a chip
with radio frequency identification which you have
to use for checking into and out of the building,
and it opens doors based on your access to certain
areas. And you have to use it to print or scan
anything as well.

6.03

Part1

A=Alex T=Tony

A: I've told you several times already about the
cleaning problem on the factory floor, Tony.

T: Yes, you have, and I've told you - several

times - that the ZX390 needs repairing. We had
another leak yesterday. As far as I'm concerned,

I've followed procedure. | reported the fault on the
machine. It's over to you now.

A: |appreciate it’s difficult for you, Tony, and thank
you for telling us about the leak. However, it’s
important that your apprentices clean up as they
work. The management team are worried this is a
real hazard.

T: Itisahazard. ButI'm sorry, this is not my
responsibility. My apprentices don't have the time
to clean. And what happens if someone slips and
falls? We need a full-time cleaner. He only comes in
the evening and that’s often too late.

A: Tony, as you know we're a small business. We
just can't afford a full-time cleaner.

T: lunderstand what you're saying, Alex, but
what’s the solution? We need to repair the ZX390. |
reported the problem ten days ago.

A: Yes, but to repair the 390 we will have to stop
production. This isimpossible - we need to meet
our deadline for the Japanese order.

T: Iknow that, butit’s also important that we fix it
as quickly as possible.

A: |totally agree. | can see it from both sides.

6.04

Part 2

T=Tony A=Alex

T: Sohow do we proceed?

A: | think we need to come to a compromise so
that we can complete the Japanese order.

T: OK.So, what's your solution?

A: Well, my suggestion is to supply your team

with slip-resistant footwear. That will help prevent
accidents.

T: Uh-huh, sounds like a good idea. But what
about repairing the machine?

A: Well, as we both agreed, we will lose time if we
stop production. So, let’s complete this order first
and I'll request an engineer to fix the leak. Can | just
check you're happy with this idea before | speak to
the management team?

T: Yes, that's fine with me.

A: Andthen let’s review this situation at the end of
the week.

T: Sure, why not?

A: Great. I'll put thatin an email, just to summarise
what we've agreed.
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7.01
1

R1=Recorded message 1 D = David

A =Angela K=Kabir

R1:Welcome to Noderphone. This call may be
recorded and monitored for training purposes. All
our agents are busy right now, please hold.

All our agents are busy right now. You can also visit
the Noderphone.com website for customer service
information.

D: Good afternoon, my name is David. May | have
your name, please?

: Yes, it's Angela Parsons.

: How can | help you, Angela?

: My internet connection isn’t working.

: Isthe accountin your name?

: Yes, itis.

: Canljust ask for some further identification?
Can you give me the phone number for this
account, Angela?

A: Yes, it's 0208 892 2149.

D: Thankyou, Angela. I'll put you through to our
customer service agents. Can | ask before you go,
do you have any mobile phone numbers you'd like
to add to your account? There is a special offer
right now.

A: No thankyou, David. | only have one mobile
and it’s already on this account.

D: OK, just transferring you now.

R1:All our agents are busy right now, please hold.
K: Hello, Angela, my name is Kabir, how can I help
you?

A: ljusttold your colleague, my internetisn’t
working.

K: Isee. Have you tried switching off the router
and turning it on again, Angela?

A: I'msorry, | can’t hear you very well. Could you
speak up, please?

K: VYes, of course. Have you tried switching off the
wifi router and turning it on again?

A: Yes, I've done all that. The lights don’t come on
as usual though.

K: OK, I'llLre-boot it from here. This will take a few
seconds. I'lljust put you on hold ...

K: Hello Angela, can you tell me if the lights start
to come on on the router?

A: Yes, something’s happening. They've started
coming on. There’s a yellow light, and now two
blue on the left, oh, and another yellow one on the
right.

K: Areyou in front of your computer?

A: Yes,I'm just trying to get into my email. Yes, it’s
working now.

K: Isthere anything else | can assist you with this
afternoon, Angela?

A: No, that's fine, thanks.

K: Have a nice afternoon.

2

R2 =Recorded message 2 A=Angela J=Judith
R2:Welcome to Noderphone. This call may be
recorded and monitored for training purposes.
Please say the phone number about which you
have an issue. If it is the phone from which you are
calling, say ‘It’s this phone.’

A: It’s this phone.

R2:How can | help you today?

A: | have a query about my mobile phone bill.
R2:I'm sorry, | don‘t understand. For internet
services, press one; for television services, press
two; for ... press seven; for technical support, press
eight; or please hold to speak to an agent.

J: Good morning, this is Judith speaking. Can||
have your name, please?

A: At last! Yes, it's Angela Parsons. It’s taken me
fifteen minutes just to speak to a real person.

J: I'msorry for the long delay - we're receiving
lots of calls today. How can | help you, Angela?

A: |want to query my mobile phone bill for last
month. It’s ninety-three euros thirty-eight cents.
That’s more than three times what I normally pay.
J: Canljustask your date of birth for verification
purposes?

A: Yes, it's 23 June 1988.

O>»0>»0>

J: Thankyou, Angela. I'm just looking at your bill
on the screen. Yes, | see you were in Andorra and
there was a roaming charge of forty-six eighty-
seven.
A: What? A roaming charge? Why?
J: Andorraisn’t a European Union country. It falls
into our Rest of the World, Zone 2.
A: But...Idon't remember using the phone’s
data, | used the hotel’s wifi connection and I only
called my mum a couple of times. Look, could you
possibly reduce the charge?
J: I'msorry, we can’t do that, Angela. We always
recommend contacting customer services to check
roaming charges abroad before you travel. Next
time don't forget to do that. You can also find the
information on our website.
A: Well, I'll certainly remember to look for a
cheaper operator as soon as | can.
J: Canlhelp you with anything else today?
: Yes, could | speak to your supervisor, please?

I'm afraid she’ll give you the same information.
: Well, I still want to speak to her anyway.

OK, I'm just transferring you now.

7.04

We all have good ideas. They come to us when
we're reading or listening to music, in conversation
with friends, or alone with our thoughts. But most
of the time, they just disappear. I think there are
many reasons for this. We may simply forget. We
may be afraid of being laughed at. But | think
mostly it's because we don’t have a system for
capturing them.

So I want to hear your ideas about how we can
generate more ideas, and how we can share them
with each other. But it’s not enough just to have
good ideas. What | want to do in this session is to
brainstorm ways we can capture those ideas to
make sure we don’t lose them. Yes, we need to be
creative, to experiment, to innovate, to explore, to
imagine. But we also need to think about how we
put our creativity into practice. So in your groups,
in thirty minutes, I'd like you to come up with a list
of ideas - not only for how to generate great ideas,
but also how not to lose them.

7.05

Speaker 1

We think the first thing we need to do is to make
lists. So we should brainstorm as many ideas as
possible, and write them all down. Quantity not
quality is the key. We can decide what we want to
keep later.

Speaker 2

We think that the big problem is those ideas which
come to us when we are not expecting them.
How do we record them? We suggest everyone
needs to getinto the habit of carrying a small
notebook. Another way is to use the recorders on
our smartphones. The thing is, it’s got to be easy,
otherwise we won't do it.

Speaker 3

Our team would like to push the idea of mind
mapping. Basically, starting with a word or
phrase, and then simply writing down all the
ideas that come from that phrase. So it’s a bit like
brainstorming, which the first group mentioned.
But then we need to connect the ideas so that we
end up with things that are related to each other.
Speaker 4

We like the idea of using different viewpoints to
generate ideas. So everyone takes on a different
role to normal, a different personality, and then
tries to think like that person might think. For
example, if you are thinking about ideas for
improving customer service, you could take on the
role of a customer, or one of the suppliers.
Speaker 5

Our team came up with the idea of visualisation,
or of using pictures to record our creativity. So not
just writing down the idea in normal words, but
drawing a picture or a diagram which summarises
theidea. Doing this helps to think the idea through.
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Speaker 6

We like the devil's advocate approach. Basically
every time someone comes up with an idea or an
innovation we take the opposite view and question
everything about the idea. The risk is that we make
people upset or angry, but what we want to do is
make sure that we really think through the issues,
instead of just accepting them. It helps prevent
group thinking.

8.01

Partl

Nowadays we all have too many tasks. Everything
seems urgent, and nobody has time to wait. But
part of the secret of success is not to get distracted,
not to react to everything that comes to your desk,
butinstead to prioritise. Setting priorities is very
easy to do. First, you make a list of the tasks that
you need to do. Second, you compare these tasks
and decide which ones are important and which
ones are urgent. These are not the same thing.
Important tasks have to be done because they
matter to your business; urgent tasks have to be
done now, even if they are not important.

In his book The 7 Habits of Highly Effective People,
Stephen Covey describes a time-management
matrix which helps us to visualise the relationship
between important and urgent. Imagine a square
divided into four quadrants. In the top left quadrant
we put the tasks which are important and urgent.
The top left quadrant is for high-priority tasks. In the
top right quadrant we put important tasks which
are not urgent. In the bottom left quadrant we put
tasks which are urgent but notimportant. And in the
bottom right quadrant we put the tasks which are
neither important nor urgent. Bottom right are very
low priority, and will probably never get done.

8.02

Part2

So let’s go through your list of tasks. | see you have
numbered them. Good! Task one is not that urgent,
and not that important. Don’t waste your time on
it. Task two is quite important, but not really that
urgent. Putitin your schedule. Task three is really
urgent. Itis also of utmost importance. Make it your
number one priority. Task four is not important, but
extremely urgent. Do it today if you have time. Task
fiveis really low priority. It's a bit of a distraction, to
be honest. Put it at the bottom of your list of things
to do. Do it when you have time. Task six is extremely
urgent and important. Give it a high priority,

please. Task seven has no priority whatsoever. It’s
information only. You can put it off for a while.

8.03

Part 3

One last tip. | have already said that part of the
secret of success is not to get distracted. But that's
only part of the secret. The other part of the secret,
the real tip, is discipline. Don’t put things off. No
excuses. Once you have identified your tasks, just
get on with them.

BW1.01

JN = JobNow representative M = Maria
A=Agata T=Taro

1 Maria

JN:Tell me a bit about yourself, Maria.

M: I'm forty-two years old, and I've been a doctor
for about fifteen years, managing my own clinic.

| feel very tired - exhausted - all the time. | think

I want a completely new career. I'm considering
going back to university for another degree, but

I don’t like the idea of being the oldest person on
the course.

2 Agata

JN:Hi, Agata. Could you give me a little background
information about yourself?

A: I'm twenty-two and in my final year of studying
economics at university. I'd like to find a job in the
finance sector, but I've never had any kind of paid
job. I play football and volunteer at a hospital, but
those are not related to finance.

3 Taro

JN:Thanks for coming in, Taro. Could you give me a
quick summary of what you're hoping for?

T: I'mthirty-two. I've worked for ten years writing
travel magazine articles as a freelance writer. I've
seen the world, but I haven’t made very much
money. | want to continue writing, butin a secure
jobinacompany.

BW2.01

M = Melanie F=Franco T=Toni

M: OK. Shall I start? | looked at the graphite mining
industry.

F: Why that onein particular, Melanie?

M: Well, although we’ve used graphite in things
like pencils for years, there’s a very exciting new
material called graphene that can be made

from graphite. I think there could be some good
investment opportunities with companies using
graphene.

T: Iread an article about it recently. Apparently,
it’s the new super material. But, what is graphite
exactly? And where do you find it?

M: OK, here’s the science bit. It's a metallic mineral
made of carbon but there’s so much more to it than
just pencils, and, even better, there’s lots of it all
over the world!

F: Really? Is there enough to meet demand?

M: It looks like it. | think it’s a great area to invest
in. Graphene’s 200 times stronger than steel and
very lightweight and flexible. It’s definitely the
material of the future. And, because it conducts
heat and electricity much faster than anything else,
we find it in the touchscreens on our phones and
tablets.

T: What about sports equipment?

M: That too. It's great for things like racing bikes
and tennis rackets. And of course it’s also fantastic
for electric car batteries because it's much safer
than anything else.

F: Itsounds like a miracle material.

M: Yeah, it does, doesn'tit? And | haven't even told
you about other potential uses.

T: Really? Like what?

M: It could upload data at one terabit per second
or charge your phone in just five minutes.

T: Wow, that would be useful!

M: And you could even use it to clear up nuclear
waste, so it'd be good for the environment, too.
That’s why | think we should invest in the graphite
mining industry.

BW2.02

T=Toni M=Melanie F=Franco

T: Ilooked at the tourism industry and the main
thing to report is that tourism’s very big business
especially in some areas where it’s expanding fast.
M: What, like package holidays?

T: That's not the only growth area. I've looked at
online travel providers, cruise companies, hotel
chains and mega-resorts, all of which could be
good investments.

M: What's a mega-resort?

T: It'swhere companies develop all the hotels,
villas, entertainment facilities, restaurants, etc. on
one site so guests have everything they wantin
one place. You know, things like swimming pools,
villas, a spa, sports facilities, a golf course.

F: Iwenttoonein the Caribbean last year. It was
amazing.

T: They are great. But | think we should invest

in the cruise industry. More people than ever are
going on cruises and profits are high. In fact several
companies are building enormous new cruise ships,
which are like mega-resorts on the ocean. That’s
the industry we should be putting our money into.

BW2.03

M = Melanie F=Franco T=Toni

M: OK, what about you, Franco? Where do you
think our money should go?

F: Definitely the food industry. | know it’s an
industry with tight margins, but everyone has to
eat, don’t they?
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T: That'strue.

F: And people are buying more snacks than ever
before because they don’t have time to sit down
and eat proper meals, so companies are now
focusing on healthy snacks. That’s what we should
focus on because companies new to the industry
are doing extremely well and making big profits.
M: So you think the healthy snack market is a good
bet?

F: Yes. Everyone’s health-conscious these days
and looking for more free-from products, you
know, snacks without sugar, salt, fat, gluten, milk,
etc.

M: It’s true. I'm always checking the packaging

to see what's in a product. I love those healthy
breakfast bars. They save me a lot of time in the
morning.

F: Exactly. They're ideal for today’s busy working
person so it won't surprise you to know then that
they’re flying off shelves around the world. Growth
in the healthy snack market is the largest in the
food industry. And it’s the smaller companies that
are beating the big multinationals in the healthy
fruit and vegetable-based snack market. That's the
kind of thing we want to invest in.

BW2.04

Welcome to this month’s investment club podcast
which today is aimed at new members. I'm going to
tell you about the things you should know about a
company before you investin it.

Investment always involves taking a risk. Therefore
you have to make sure the risk is as small as possible
and that means doing some research. For example
what is the company history? Finding out as much
company information as possible is vital for assessing
risk. Find out who set the company up and when.
Naturally, most investors want to look at the
financial performance first. You will need to study
the figures from the past three years at least. You
do this by checking the financial reports. Looking
at these allows you to see what the company is
worth, the trend in sales and revenues and where
the strengths and weaknesses of the company are.
Although the financials are very important, don’t
forget to look at the management team running
the company as, ultimately, theyre key to a
company’s success. You want to find out as much
as possible about their experience and skills as
well as those of the employees. Ask yourself, is the
leadership of the company effective and able to
make the best use of the skills of employees?

So you've looked at what exists now, but what
about the future? You need to know what the
company’s future plans are. How are they going to
move the company forward and how risky do you
think their plans are?

These days another important thing to consider is
how environmentally friendly a company is, and
what their social responsibilities are. For example,
do they help local communities?

BW3.01

L=Lily C=Carlos

L: OK, Carlos, sorry, but this has to be really quick.
I have to leave for the airport in five minutes, so
let’s do this as quickly as possible.

C: Sure, sure.

L: Item one on the agenda is the ‘Save the date’
invitations. Are they ready to go?

C: Yes, they are. The emailis ready, it's approved
by Casa Paradiso - we just need to send it.

L: OK, then let’s do that tomorrow.

C: Great. No problem. Tomorrow is fine. I'll take
care of that.

L: Item two - the contract with Lana Gabler-Jones.
Has that been signed yet?

C: No, it hasn’t. Her agent - her name is Constance
- says she’s very busy.

L: We need to use her name to promote the event.
We wanted that contract signed a month ago -
July first.

C: Iknow. We're working on it.
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L: Well, we need it today, so just get it done. Can
you do it today?

C: Well, I cantry. I can try. I'll email her agent
straightaway.

L: OK, great. Now, item three. What's this about
an engineer?

C: We talked about having an engineer explain
how the wind turbines work. I've talked to a couple
of people ...

L: Listen, I don't think ... mean, an engineer?
Sorry, but I'm not convinced. | think we need

to focus on the fabulous hotel, and not on the
engineering of the wind turbines. Can we just
forget about that?

C: Yeah, sure. | mean, you're right. It's probably
just a waste of time. We can cut that.

L: Now, the food order. Where is that?

C: We don't need to order the food until a couple
of weeks before the event - so mid-September.

L: OK.Butwe've chosen the catering company,
right?

C: Right.It’s called Sam’s Catering Company.

L: OK, then let’s say we'll do the food order on
September fifteenth.

C: September fifteenth? OK. No problem. I'll ask
Sarah to place the order.

L: Anything else?

C: No, I think that's it.

L: OK, thanks, Carlos.

C: Yeah, thankyou, Lily.

BW4.01

| = Interviewer G=Greg

I:  As more and more smaller companies go global
thanks to the rise of e-commerce and social media,
the supply chain is more important than ever.
Today I'm talking to Greg Marshall, Supply Chain
Management Consultant. Welcome, Greg.

G: Thanks, Pritti. Good to be here.

I:  What are the key factors that businesses
moving into a global market need to be aware of?
G: Well, you really need to have an effective and
efficient supply chain that you can rely upon.

I: How doyou get that?

G: Firstofall, it'simportant to keep costs to a
minimum when you are competing in a global
market. If the supply chain is too long and outside
of your control, you'll end up dealing with delays
and other problems along the chain. You have to
make sure that you can offer the best customer
service at the best price so your supply chain

has to be able to support not only existing local
customers but also the new customers in other
countries as well as in your own.

I:  How importantis it to understand the culture
of the countries you are supplying or selling to?
G: Of courseit’simportant and, if you are
targeting a specific market, then the more you
know about that market, the better. However, for
smaller businesses, going global often happens
without a planned strategy.

I:  What do you mean by that exactly?

G: Well, a customer from another country makes
enquiries and then places an order and suddenly
the small business has taken the first steps to going
global. But it can be a very steep learning curve
because you haven't exported before or done any
homework on that particular country.

BW4.02

| = Interviewer G=Greg

I:  So what things do you need to consider?

G: Forexample, cost of increased production,
distribution costs - that is, how are you going to
transport the items to the customer - payment
terms, currency, methods and the amount of stock
you can keep as online orders come in quickly and
customers expect their goods as fast as possible.
And of course there are the different trading laws
for each country and specific documentation
required.

I:  So, asmall business could suddenly find
themselves in a very different kind of business set-
up when they start exporting?
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G: Exactly. And the one thing that mustn’t suffer
during all the expansion is the product quality
oryou'llhave a scandal on your hands. Do you
remember the scandalin the UK when it was
discovered that some food products had horse
meat in them? Or the terrible scandal of tumble
driers catching fire and burning down kitchens
and houses? There are so many parts of the supply
chain that could go wrong.

I: Soare you saying that not everyone should go
global?

G: Notatall It's the way to succeed if you

can learn fast and get organised. Many home
businesses have become global phenomena. Did
you know that some of the biggest companies in
the world, including Google, Apple, Microsoft and
Amazon, all started in a garage?

I:  No, that’s amazing!

G: SowhatI'msayingis that it doesn't matter
where you start, it’s where you go and how you get
there that’s important.

BW4.03

| = Interviewer G=Greg

I: So, if you were a small business owner moving
into the global market, how would the business
change?

G: Well, let’s look at a simple supply chain

model first. That'll explain it best. Let’s imagine a
company that makes organic apple juice. It started
when Walter, a student, was experimenting in

his kitchen. His supplier was a local farmer who

let Walter have the apples for free if he collected
them. Walter created the product in his kitchen
and started selling it to his friends and neighbours,
so he was the manufacturer and the retailer all in
one. Already you've got the beginnings of a supply
chain - local farmer gives apples to Walter who
makes the juice in his kitchen and then sells it to
customers; in this case his friends and neighbours.
However, Walter’s customer base is slowly expanding
and then a local shop wants to sell his product but
the order is too big for him to do alone in his kitchen.
Suddenly his supply chainis changing. Because

he can't get all the apples he needs from the local
farmer, he has to look for new suppliers, who don’t
give him the apples for free, which of courses pushes
the price up. Then he finds he hasn't got the time to
produce the quantities ordered himself so he has

to find a company to produce his juices, and he’s no
longer the manufacturer. Then he’s got to stock the
products, so he has to find a warehouse and organise
distribution. Now he has become a wholesaler
because he sells to the shops at a wholesale price, but
he’s still a retailer when he sells directly to consumers
online. So you can see how complicated it could get if
you don’t plan properly.

BW5.01

R=Researcher F1=Female1l F2=Female2
M1=Malel M2=Male2

R: Id like to thank you all again for taking the time
to help us out with our market research. We think
smart fabric is going to be the next big thing in
fashion, but we need your help to get it right.

So, you've all been given a T-shirt to try out -
everyone had a chance to wear it, at least for a few
hours?

OK, you've all filled out some written feedback as
well, but I'd really love to hear what you thought.
So ... who will start?

F1: The shirt looks absolutely amazing.

M1: Totally. My girlfriend couldn’t believe it - how
coolit was.

F2: That’s completely true, but was | the only one
who ... I thought it felt like - like plastic on my skin,
but kind of rough ...

M2: | think that’s the big disappointment. After
about two hours, I had to take it off. It was actually
really uncomfortable.

F1: You're right. And it smells strange, too ...
F1:But, ...so ... I'm a keen cyclist - | go everywhere
by bike. My shirt had the lighting-up option. A
couple of times, | put it on over another T-shirt,

and I wore it cycling. So | think this could be a
great piece of safety equipment, maybe - if it were
brighter? It's good for being seen!

M1: Right, right - good for safety, but just really
uncomfortable - it feels kind of horrible to touch
it - and it smells really weird.

R: Right, OK. So what | hear is that nobody really
wants to wear this next to their body.

F2: The other thing - what’s the washing like? You
told us not to wash the T-shirt.

M2: | wondered the same thing. Are there special
washing instructions?

R: VYes, it definitely can’t just go in the wash with
other clothes.

F1:That’s a huge problem. A T-shirt, especially,
needs to be easy to wash.

M1: It's so cool, the fabric, but you want to do
something with it where you don’t need to wash it.
F2: Right. I'm thinking ... | don’t know, curtains?
M2: Curtains are a greatidea. Or wallpaper?

F1: Yeah - you could change the colour of your
wallpaper without changing the wallpaper. That
would be so cool.

M1: Or back to the idea of clothing - could this be
a good material for road workers to wear - like on
a safety jacket? It would make them easy to see.
F2: And you could even have words, right? Like
‘slow down’ on the back of a safety jacket.

R: OK, yes, those are some great ideas. I'd like to
just go backto ...
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M: It’s obvious that the smart fabric has great
potential - we just need to figure out the
marketing mix.

W: OK, so the products we have on the list so far:
cycling safety wear, road-worker safety wear,
curtains, wallpaper. So two basic categories -
safety clothing and home decoration.

M: Right. So let's look at cycling safety wear first.
The product would be ...

W: To begin with, it would be a cycling safety vest.
This would work because it wouldn't be worn next
to the skin, and because it makes great use of the
smart fabric.

M: Right, OK. So it would be practical - it lights up,
soit’s safe - but also we could bring fashion to it,
too, right?

W: Exactly. At the moment, there isn‘t a safety vest
for cycling that’s also fashionable. In the market, safe
and fashionable are two very different ideas. So we
could bring those together in a great new product.
M: OK, great. So who wants to buy that?

W: Well, | think this one probably isn’t for serious
racing cyclists, or sports cyclists - they don't
usually wear safety gear like that. But people who
cycle to work - commuters - who in fact are often
very serious about cycling, theyre out in traffic
every day - they're probably the target market.

M: OK, agreed - at least to begin with. So that
means we probably don’t want to promote itin
serious cycling magazines, but maybe we do want
topushitin...Idon't know, lifestyle magazines -
travel, women’s magazines, men’s magazines ... ?
W: Yeah, OK. And probably online. Social media ...
M: Definitely, if we're selling online - which of
course we will. But what about bike shops?

W: Distribution is expensive - shipping is

getting more expensive all the time. That’s a big
consideration. But | think if people actually see the
product in a bike shop, they’ll want one.

M: That's true. So that’s an obvious placement, but
also a big opportunity for promotion.

So what about price?

W: It won't be easy. The smart fabricisn’t cheap

to produce, but a cycle safety vestisn‘t really a
premium product.

M: Well, the usual bright orange and bright green
ones aren’t, but we're selling something special here.
The basic ones are about five euros, and some of the
nicer ones are about twenty euros. Our cost, per vest,
at least at first, will be about twenty-two euros, so
we're looking at a retail price of over forty euros.




W: Forty euros ...

M: I know. It's high. But then ... if we priceitasa
premium product - a fashion safety vest ...

W: ... we might place it in some of the more
expensive department stores, not just cycle shops.
M: [ like thatidea! And who knows, if the vests
are popular, we might develop a whole range of
cycling products.
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M: Why do you have to do risk assessment for
offices?

W: We do it to make sure that the work
environment is safe for the employees and any
visitors. In fact, in most countries you have to do

it -it's the law.

M: So how does it work?

W: Firstly, you have to identify any significant
hazards in the office and also who is at risk:
employees, visitors, cleaners, etc.

M: What kind of things can be dangerous?

W: Well, things like wires and cords that trail
across the floor, and carpet that doesn’t fit properly
oris torn, both of which could trip people up. Erm,
dangerous machines that don’t have guards on
them, for example. You don’t want to have any
accidents.

M: Is that all you're looking at?

W: Oh, not at all. Then there are things like the
heat or the noise in the workspace. Is it too hot

or too cold or noisy for people to work safely and
comfortably?

M: | hadn’t thought of that. But | suppose if you're
too hot or cold, you can’t work effectively because
it can make you feeliill.

W: Exactly.

M: Would you also look at things like lighting?

W: Yes, you can’t expect people to work in places
where there’s inadequate lighting because it could
damage their eyesight.

M: What about office furniture? Is it important to
have good chairs for example?

W: Oh, absolutely. One of the most common causes
of staff being off sick is backache, so it's a good idea
to ensure that the seating is good for their posture.
M: So, once we've identified these risks, what
happens next?

W: Then you need to evaluate the risks involved
and put procedures in place to limit the risks and ...

BW7.01

This morning I'm going to talk about dealing
with unhappy customers and how to turn a bad
situation around. When things go wrong, many
people’s first reaction is to be very angry and
demand that it be dealt with immediately. So
whether the complaint is on social media, the

phone orin an email, act as quickly as you can to
resolve the situation. However, don’t go making
offers without checking the facts as that can be
almost as bad as not resolving it. Customers like to
know that a company cares about them.

With social media and emails, respond immediately
by apologising and indicating that you are looking
into the complaint and will contact the person as
soon as you can. But then don’t fall into the trap

of taking too long. It's important to treat each
complaint as a priority. If necessary, imagine that if
you do not solve the problem, you could lose your
job. That’s a good way to focus your mind. Then get
back to the customer with a solution as quickly as
you can. And if you can give a customer a little more
than they expect, they are likely to become your
most loyal customer.

Many employees in customer service are
dependent on the manager to give them
permission to solve problems. All customer-facing
staff should be able to solve as many complaints as
possible without referring back to someone who
may not be available at the time. This is where a
comprehensive company policy and good training
can be invaluable. These can help to ensure that
similar problems don’t occur again. A company
must create a culture of good service and respect
for the customer. It should keep accurate records of
every communication between the company and
the customer for each complaint so that everyone
knows what’s happened or is happening and can
use this information to either improve a service or

make sure something similar doesn’t happen again.
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Speaker 1

I'm based in Durban, in South Africa, but |
sometimes visit our production facility in Vietnam,
near Hanoi. On my first visit there, | was introduced
to the top management of our subsidiary soon
after I arrived. My visit wasn’t very long, and we
had some important business to discuss. | expected
to meet people, have a short conversation, then
get down to business. On the first day, we went to
the factory in the afternoon, and | had a tour. That
was interesting, but not very useful to me. Then we
went out for dinner. | expected this to be a business
dinner, but my hosts never mentioned work,

and whenever | tried to go onto that topic, they
changed the subject quickly. We finally discussed
business on the second day. The whole experience
really confused me. It was only later that | learnt
about how importantitis in Vietnamese business
culture to get to know people first, before talking
business. Also, apparently it’s OK to talk business
at lunch, but almost never at dinner. Now that
lunderstand, it makes a lot of sense. | like it,
actually. | guess they think we South Africans are
probably too direct!

Audioscripts |

Speaker 2

I completely understand that the management needs
to know what the sales team is up to - what we're
doing. The business depends on our performance.
But a few months ago, they asked us to write a
weekly report of our sales activities. Before that, it
was a monthly report, which I liked. But a weekly
report - it’s too much, a real pain. I really need to
focus on selling. And do the managers really want

to read a weekly report from sales reps all over the
world? Don’t they have more important things to do?
Iwould understand if the sales team were failing, but
we aren‘t failing. The last couple of years have been
outstanding for the business. This is a case of too
much communication - too much paperwork.

BW8.02

I've scheduled a meeting with one of our biggest
clients in France next Monday. China is going to
supply the model for the meeting just in time, but
it's stressful. If something goes wrong with the
shipping, I'll have big problems. We don’t have

to work this way! Why didn’t Mr Lau send the
design model back to manufacturing as soon as
he realised there was a problem? Why did he have
to ask what | wanted? Why couldn’t he just do
something instead of waiting for orders from me?
It doesn’t make sense to me - not atall.

BW8.03

When | received the design model of the HM-02, |
knew the problem was serious. However, Frederik
works in Head Office in Denmark, and he’s above me
in the company. It’s really important for employees to
respect their superiors and to include them in making
important decisions, so | could never have returned
the design model for the correction without first
asking Frederik. Teamwork is extremely important

in business. It's why we are successful as a company.
Also, I knew we could supply the model just in time,
so there wasn't going to be a big problem.

P5.02

1 thebestrest’rantin town

2 while they’re deliv'ring the food

3 [I'veseensomething sim’larin Amsterdam
4 onlybecauseit’s necess'ry

P7.02

1
: Why don’t you take a few days off work?
: | can't afford to take a few days off work.

: I hate phoning customer services.

: Maybe it's better not to join the project?

A
B
2
A: Why don’t you phone customer services?
B
3
A
B: I've already agreed to join the project.
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