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Introduction

Who is this book for?

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

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

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

How is the book organized?

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

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

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

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

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

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

The left-hand page

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

@ In Business Vocabulary in Use Advanced, explicit reference is made to the business

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

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

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

Business Vocabulary in Use Advanced



There are notes about differences between British and American English, for example:
BrE: labour; AmE: labor @
BrE: trade unions; AmE: labor unions

The right-hand page

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

‘Over to you’ sections

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

Self-study learners can do the section as a written activity. In many Over to you sections,
learners can use the internet to find more information.

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

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

How to use the book for self-study

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

How to use the book in the classroom

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

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

We hope you enjoy using Business Vocabulary in Use Advanced.

Business Vocabulary in Use Advanced
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1 The working environment

My work is so rewarding

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

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

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

| like the teamwork

‘’'m an aircraft engineer. | work on research and
development of new aircraft. | love putting ideas
into practice. | like working on my own, but it’s also
great being part of a team. | like the teamwork

(see Unit 9) and the sense of achievement when we
do something new. And of course, the planes we
produce are very beautiful.

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

| like the perks

‘’m in luxury goods sales. | have some nice perks,
like a company car. | have to meet demanding sales
targets every month, so the work can be very
stressful (see Unit 6). But | enjoy the flexibility that
I have in working when | want to without someone
breathing down my neck all the time. Unlike my
husband, who has to travel into London every day,

I don’t have to commute to an office - I’'m out seeing
clients most of the time. My boss allows me to work
from home when I’'m not seeing clients. My office
uses hot-desking, so when | do go into the office

| use whichever desk is free. | only get two weeks a
year vacation time. If there’s a family emergency,

I can take time off without having to ask my boss.

I work quite long hours - about 60 hours a week -
but | enjoy my job.’

Business Vocabulary in Use Advanced



1.1

1.2

13

Complete the sentences with expressions from A opposite.

1 Work that is satisfying and interestingis.............cc.ccc.ccoooee.@nd

2 Ifyou spend tlme with customers you have.
3 If you have a good working relationship with your colleagues you
them.
4 If you do the actual work of the organization rather than being a manager, you are

5 If you want to say that work is not repetitious, you cansay ‘. . !
6 ....and . . ..are when you have new and effective
ideas that people have not had before.

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

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

2 It’s great to see what | learnt during my engineering course at unlver5|ty belng applled in actual
designs. | like

3 Ihateit when thereis a blg stack of documents and letters on my desk that | have to deal with.
I don’t like and

4 llovethe . i when we all work together to create something new.
5 It'srare, but sometlmes when | come into the office and see a huge pile of work waiting for me,
| feel

6 When we see a new plane fly fortheflrsttlme we all feel a great :
7 | get frustrated when you have to get permission to spend anything over £50 I don’t like
and.

Complete what these people say with appropriate forms of words and expressions from
C opposite.

1 Ourboss comes into the office four times a day to see what we're doing. She’s always
2 4 Being on the train two hours a day to and from work doesn’t bother me. | quite like
3 Istartat6inthe morning and finish at 8 in the evening. | work really
4 Sometimes | work from home, sometimes in cafés and sometimes | go into the office.
I really ik the . ...
5 Sheevenworkson holiday, so it doesn’t really count as ..
6 | hated working in an office. When there were family ‘emergencies’, | didn’t like to ask for
" Imacarsalesman and | have to sell at least ten cars every month-it'svery ... ... ...
8 When you work in a travel agency, getting free holidaysisoneofthe . .. ... .. ... ... .
9 Isitathomeall day working and never see anyone. | don't like

L e e =

Think about your job or one you would like to have. Do you, or would you, work on your own, or as
part of a team? Which do you prefer? J

Business Vocabulary in Use Advanced 11
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p Management styles 1

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

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

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

Motivation 2
Xavier is a factory manager:

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

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

Theory X and Theory Y

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

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

Business Vocabulary in Use Advanced



2.1

2.2

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

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

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

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

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

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

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

cGregor's ideas about managerial behaviour had a profound effect on

management thinking and practice. His ideas give a frame of reference for

managerial practice. His Theory Y principles influenced the design and
implementation of personnel policies and practices. Today they continue to influence
participative styles of management and the continued practice of staff performance
appraisal — the evaluation of employees’ work.

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

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

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

Name two things that result from these factors.

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

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

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

OB WN -

Over to you

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

Business Vocabulary in Use Advanced
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Hygiene factors

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

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

supervision — the way employees are managed

policy — the overall purpose and goals of the organization

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

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

security — level of confidence about the future of your job

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

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

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

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

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

_ Empowerment

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

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

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

14 Business Vocabulary in Use Advanced



3.1

3.2 VvanessaHolt got the job in the advertisementin 3.1 above. Three months later, she writes an email

Look at this job advertisement.

Match the underlined items (1-6) LEGAL TRANSLATOR
with the hygiene factors in A ENGLISH-FRENCH
opposite. Paris (1) €80,000

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

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

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

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

Email CV to jmartin@duvalandsmith.fr

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

o
From: vanessahoit@aol.com

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

Hi Jane, How are you? I've been at Duval and Smith, an Anglo-French law firm in Paris,
for three months now. I've had experience of translating a lot of different documents,

so (1) is interesting enough, but | don't get any

2) forthe work | do — my boss never says anything. He
never gives us any (3) ... ....—for example, he never lets us deal
with clients directly. | never get a sense of (4) B e, ; e —~my boss

takes all the credit for the work we do.

There are quite good opportunities for promotion and (5)

at Duval and Smith, but I’'m not sure | want to stay. | think there must be better opportunmes
elsewhere for me to develop,and as (6) ... . is important to me,
I've decided to move back to the UK and look for a ]Ob there

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

3.3 Complete this table with words from C opposite.

Verb ‘ Noun Adjective
empower empowered
consultation consulted
- hierarchical
delegated

Over to

- Describe your own organization, or one you would like to work for, in relation to Herzberg’s motivator
|{ factors.
|

i —————mme = e

Business Vocabulary in Use Advanced

et ‘:1"3

8
1
y

15



16

Outsourcing

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

‘I used to work in the IT department of a bank. All the IT work was done in-house. | thought | had a
job for life. But then one day the work was outsourced to a specialized IT company called IT
Services (ITS), based in India. Outsourcing abroad like this is offshoring (see Unit 32). The bank saw
outsourcing as a way of saving money and keeping its competitive edge - advantage. They said that
it would be more cost-effective - would cost less - to concentrate on their core activities - most
important ones.

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

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

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

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

Freelancers

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

Some experts say that increasing numbers of people will work this way in the future, as companies
outsource more and more of their work because they want to concentrate on their core activities.

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

Business Vocabulary in Use Advanced



4.1

4.2

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

1 “It'sshown us that you don’thavetodo [ ] a in-house are evolving towards full

everything in-house,” he said. outsourcing.

2 Critics say that he offshored jobs to [:] b frequently outnumber the full-time
India and permanent employees.

3 I'manindependent consultantin an area D ¢ are disappearing as the country adjusts to
where we consultants the internet economy.

4 Insurance companies that usually [] d competitive edge in cost and productivity.

managed everything

5 The new strategy has restored the firm’s D e made employees redundant to maximize
the company’s multi-billion profits.

6 Some Japanese traditions, suchasjobs [ ] f tooutsource to developing nations where
for life, wages are lower.

7 The economics of offshoring will force [] 8 “Let’susethe market to get the most
multinational corporations cost-effective benefit.”

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

1 There’s a lot to be said for Lt
would encourage moreworking men and women to refresh
their skills on university short courses tailored to their needs.
That way they can keep up with . -
the latest thinking in their area.

2 |love mynew job. This is definitely the best

.1 could have made.

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

4 Some former advertising executives offer

. o for ad agencies, bringing
expertise the agencies do not have themselves.

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

6 Of course, there are advantages to doing some things

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

Over to

« Woulditbe possible to doyour job as a freelancer? Why? / Why not?

» What are the advantages and disadvantages of being a freelancer?
+ What are the advantages and disadvantages for companies who use freelancers?

Business Vocabulary in Use Advanced
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5

Flexibility and inflexibility

Ways of working

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

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

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

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

Job flexibility

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

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

Job protection

France is a country with a very different approach. Companies in trouble are only allowed to make
employees redundant after a long period of consultation. If employees are made redundant, they
receive generous redundancy payments and then unemployment benefits. The government says
people need this sort of job protection, and trade unions - organizations that protect the interests
of workers - are fighting hard to keep it.

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

Critics say that these policies contribute to a rigid labour market - one with too much job protection.
They say that this sort of inflexibility discourages job creation and leads in the long run to higher
unemployment and slower economic growth. PR - T
. BrE: labour; AmE: labor
As a consequence, companies may look abroad for . . I
BrE: trade unions; AmE: labor unions
cheaper bases and workforces. i

SN EEE e S
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5.1

5.2

5.3

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

1

1 work at the local council for two days a week, and my

friend works in the same job on the other three days.

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

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

Melinda:

Nat:

Melinda:

Nat:

Melinda:

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

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

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

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

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

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

~No gD WwWN e

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

In flexible job markets, hiring and firing is complex.

Employee benefits are paid for through social charges.

Rigidity is another word for inflexibility.

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

The cost of job protection might be higher unemployment.

+ Isyour country more like the US or France in its ways of working?

+ Think of one advantage and one disadvantage of flexible working from the point of view of
employers.
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Work-life balance

Stress

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

Here are some frequent combinations with ‘stress’:

counsellor someone who advises stress sufferers
factor something that causes stress
symptom a sign that someone is under stress

stress management  ways of dealing with stress

used by critics who say that stress problems are overestimated and
industry to refer to the unnecessary (in their view) counselling, research, etc.
done in relation to stress

ISl also talk about the stresses and pressures that you are under.

=

x E Stress and pressure are both countable and uncountable. You canJ

The causes of stress
The most common causes of stress are:

@ heavy workloads - you try to do too much
and you’re overworked

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

role ambiguity - responsibilities are unclear

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

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

Quality of life

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

In a recent survey:

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

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

But also:

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

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

6.2

6.3

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

1 Having so many streams of instant D a on stress management without addressing
communication leads to information the underlying organizational causes.
overload.

2 Many companies are reacting to the [] b Suchdemands are becoming a major stress
problems of their staff experiencing stress factor at work.
by throwing training courses at them

3 Those working in the stress industry are [] ¢ before they affect your physical or mental
mostly genuine, well-meaning people. health.

4 It’simportant to treat damaging stress [] d effectsoflosing your job.
symptoms

5 Our stress counsellors are fully qualified to [:' e But some of them use methods which are
deal with the clearly not working.

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

L Managers just don’t seem to care about

the stress we are under.

2 | thought | was in charge of this, but Leila
thinks she’s responsible.
L left the office at eleven o’clock last night and
I was back here at eight this morning - | can’t go on like this.
. It’s not so much the work hours - it’s the intensity of
thework and the pressure we are allunder.
5 He's not interested in finding the best solution to
problems - he’s just interested in scoring points.
6

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

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

2 ‘Yes, | see much more of my children’

3 ‘Yes, my boss isn’t breathing down my neck the whole time.

4 ‘lwork in the living room, and the work is always there, waiting. | can’t get away from it.

dier td

+ Name three jobs that you think are stressful.
« What is the main cause of stress in your job? How do you combat stress?
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Managing talent 1

Y e

22

People with special skills and abilities have talent

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

Recruiting talent

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

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

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

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

Managing talent

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

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

@ job rotation where employees do different jobs
@ executive education - management training

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

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

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

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

The CXO Challenge, edited by Preston Bottger, CUP, 2008.



7.1

7.2

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

1
2
3

4
5

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

Young talents have started to question old assumptions about how work is done.

In markets where top talent is regarded as the determining factor, firms battle furiously for the
top-quality workers.

An organization must make maximum use of the talent available in the labour pool.

She has a talent for identifying potential problems and offering solutions to customers.

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

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

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

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

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

The method must reliably assess past short-term performance, the individual’s agility to rotate

to new assignments, and medium-term capacity and calibre to take on wider and higher levels of
responsibility.

In an international airline, the quality of customer care was found to be directly influenced by the
technical knowledge and pleasant attitudes of front-line employees. This in turn was influenced
by the quality of supervision. As a result, all supervisors were systematically trained in an in-house
programme designed to improve their employee management skills.

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

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

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

Talent management 1
An expert in management trends says:

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

‘This relates to the ABC approach, practised in
organizations like Microsoft and McKinsey. In
performance assessment (see Unit 7), managers identify
three groups: the As are the top performers - the core
competents, the best 10 or 20 per cent; the Bs are the
middle group who perform well; and the Cs are the bottom senior management may be |
10 per cent, who are encouraged to improve or leave the || referred to, slightly informally, as |
organization. Executives making judgements like this are high fliers. ]
talent managers’ .

The people in an organization b
who are seen to have the
potential to become part of its

Talent management 2
The expert continues:

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

Suits is mostly used in the plural
and is quite informal.

‘In some industries, people come together for a

particular project and then disband. For example, in software development, managers and
programmers may come together to contribute to a particular project and then l2ave to work on
others. Such workers are part of a virtual organization.’

Mentoring and coaching

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

Mentoring is related to coaching (see Unit 7), where the coach - the senior person - gives personal,
one-to-one training to a coachee - an employee.
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8.1

8.2

8.3

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

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

. If the talent manager makes sure it is operated in a way that is consistent with motivation, the
ABC approach seems to offer a way to discriminate within the pool of talented people those with

(P B e, :the (2) oo 0« It might well be useful for

the (3) 5 periodically to review the talent pool and decide who are the core
competents and who, perhaps, should not really be in the (4) .. . - ON the other
hand, the ABC approach seems less generally useful as a way of |dentﬁy|ng the broader talent.

(5) is essentially about identifying talented people, finding out what

they want and being prepared to give it to them. The idea of identifying the 10 or 20 per cent of

6) ... sUffers from the immediate problem of deciding 10 or 20 per cent of

what'7 Clearly, not the entlre organization or we would be comparing the receptionist with the finance
director. So it has to be a percentage of the managerial or professional staff. For some organizations, it
might make sense to say that about 10to 20 per cent of managerial-grade staff are potential future leaders
and therefore the (7) . g . For other organizations, such as professional service
firms, one would i |mag|ne that a far greater percentage are to be managed as ‘the talent’, albeit perhaps
with a small number identified as future key executives. Sothe (8) ... i 0 €S MOt
seem generally applicable as a way of defining the talent pool.

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

1
2
3

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

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

1

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

with her . She also has a marker in her diary that alerts her when she
hasn’t heard from her. -...—in along time, in which case she contacts them.
Well-designed programs have been found to produce three times
more behavioural changes than traditional training approaches.

In this innovative .. <. sCheme, the leaders of a global firm engage with
younger diverse talented individuals who lead the i relationship,

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

To establish some degree of trust, many firms find it necessary to create conditions of
confidentiality. The ... . . . ... canspeak withthe . : , of
course, but not with the coachee s boss

Ernst & Young uses the system ofprofessmnal : in order to transmit the
firm’s values. The s fOllows the professmnaldevelopment of the new
employees and transmits the company’s values to them.

Qver to

Is there a formal or informal mentoring system in your school or organization?
If s0, how does it work?
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Team building

Teams

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

Here are some frequent combinations with

‘team’
leader the person in charge of the team
effort the work done together by the team
team performance the results that the tearr]ﬂoduces
dynamics the way the team works together
effectiveness the degree to which the team produces results
learning when people learr: in teams rather than individually

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

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

The Coordinator is a confident member who sets objectives and defines team members’ roles.
The Shaper defines issues, shapes ideas and leads the action.

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

The Resource Investigator communicates with the outside world and explores opportunities.
The Monitor Evaluator sees all the possibilities, evaluates situations objectively and sees what is
realistically achievable.

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

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

-~ 0O Ao 0O T
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Stages of team life
The typical team goes through a series of stages:

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

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

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

d Performing The group is carrying out the task for which it was formed. Members feel safe enough

to express differences of opinion in relation to others.

e Mourning The group’s work is finished, and its members begin to have pleasant memories of their

activities and achievements.

*Management Teams: Why They Succeed or Fail, Butterworth-Heinemann, 1996.
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9.1 Look at A opposite. Then read the article and answer the questions.

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

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

What is Sarah’s job?

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

What negative things can regular meetings prevent?

What is the advantage of the monthly meetings?

DU A WN =

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

Implementers are not interested in final results.

Coordinators tend to take a leading, organizing role.

Shapers tend to follow what other people say.

Plants can be useful in providing new ideas when the team has run out of steam.
Some Resource Investigators probably need to use the internet.

Monitor Evaluators are not good at seeing all sides of a problem.

Team Workers may help to defuse arguments between members.

Completer Finishers are bad at finishing things on time.

O ~NO U A WN -

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

! Wehadsucha great time working together.

2 Weneedto appoint a leader.

3

4 Who does Ana think she is, taking over and behaving like she’s in charge?
5

We’'re really making progress now and we get on so well together.

Over tQ )

« Whatteamshave youworkedin or are you workingin?
» Do you recognize the typesin B opposite in your team?
« What role do you usually play?
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The right skills

Hard and soft skills

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

Emotional intelligence 1

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

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

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

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

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

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

A measure of someone’s intelligence is their intelligence quotient (1Q). Similarly, a measure of
someone’s emotional awareness and self-awareness is their emotional quotient (EQ).

Emotional intelligence 2

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

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

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

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

! John D. Mayer and Peter Salovey: Emotional Intelligence: Key Readings, National Professional Resources, 2004.
2 Daniel Goleman: Emotional Intelligence: Why it can matter more than IQ, Bloomsbury, 1996.
3 Malcolm Higgs and Victor Dulewicz: Making Sense of Emotional Intelligence, NFR Nelson, 1999.
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10.1

10.2

10.3

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

Th

b wWwN =

6

e project manager:

employed someone with a doctorate in mathematics to work on risk probabilities
gave three days off to a team member who said they had family problems at home
analyzed her own feelings of frustration that the project was going too slowly

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

did market testing of the product with a number of potential consumers of the product and

analyzed the results on computer

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

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

be

O W OW~NOUL b WN

—

long?

ability to deal with others’ emotions, especially group emotions

behaving openly and honestly with others

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

commitment

controlling your stress by being more positive

learning from your experiences

retaining the ability to think clearly even when under pressure

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

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

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

1

Annabelle really knows what her own strengths and weaknesses are.
Yes, she’s got great

Ben doesn’t work partlcularly hard and he doesn’t pay attention to detail.
His problem is that he lacks

Sofia never does anything to upset anybody

| know. She has great .

When Dan speaks, people listen.

Yes, he has a lot of round here.

Ella has never done anything dishonest.

You’re right. She has a high level of

Sam never puts off making decisions.

That’s true. He always acts with great .

PRI ORDROR

Iwishlhadher. . .. . . o

Georgina really puts everything into her work - herjob is the only thing that drives her.

Write a description of the soft skills required for your job or oneyou would like.
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11 Equality and diversity

30

Equality

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

@ race ® age
gender @ education
geographic origin ® disability

sexual orientation - heterosexual, homosexual, etc.

family status - married, single, etc.
@ social background - someone’s social class

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

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

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

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

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

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

Diversity

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

(See Unit 50 for the importance of diversity in social reporting.)

Word combinations with ‘diversity’

training teaching employees about the importance of diversity
initiative an action designed to increase diversity
. . statement a company’s communication about their attitude to diversity
diversity) strategy a long-term plan for putting diversity into action

management  how diversity is managed in a company or companies in general

programme a series of actions desigried to put diversity into practice
BrE: programme; AmE: program J
In connecticn with computers, program is always used.
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11.1

11.2

11.3

Complete the table with words from A and B opposite.

Noun | Adjective | Related noun
age
racist
sex
stereotype
diverse =

discrimination -

equal -

ethnic -

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

1

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

housing policies confined Blacks and Latinos to neighborhoods close to
industrial zones.
‘Hispanic’ refers to people whose stems from a variety of Spanish-speaking
cultures throughout Latin America and the Caribbean.
They accused lenders in Los Angeles of ‘systematic ’, saying that blacks were 30
per cent more likely to pay higher interest rates than whites.
The notoriously computer industry rarely puts 50-somethings on permanent
employment contracts.
The issues that Lucy raised about - in the military can affect women after they get
out of the military as well.
The bank has struck a blow for by appointing the first woman executive director

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

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

1

People with stronger ethnic identities [] a programsis to ask how likely they are to change
were more attracted to organizations employee attitudes.

that described a diversity [] b statements might signal an organization’s

One way to assess the potential concerns about a broader range of differences.
effectiveness of diversity ¢ strategy transparent by having a section on
About 250 state employees attended the equality and diversity in its annual report.
diversity [ ] d initiative in their recruiting materials than to
The company makes its diversity organizations that did not describe a diversity
Affirmative action statements signal initiative.

an organization’s attention to race and [(Je training seminar, titled ‘How to Work Effectively
gender, but diversity with Indian Nations and Tribal Members’.

Give an example of what organizations can do to encourage diversity and inclusion.
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Quality in manufacturing

Nick Greer is head of quality at @ car component.
company:

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

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

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

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

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

‘In services, there is a parzllel situation to the one in manufacturing. But quality can also be seen
from the point of view of customers. The service must satisfy customer needs. The service received
by the customer must be exactly what is planned and intended; mistakes in their accounts, for
2xample, make customers extremely annoyed.

“‘Quality could be defined in terms of customer approval - recognition that we are satisfying
customer needs and customer expectations. And if we exceed - go beyond - those expectations,
zhere may even be customer delight - extreme satisfaction (see Unit 24).”

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

a performance - how weil the product performs its main function

features - additional parts or characteristics that the product offers

reliability - how well the product continues to perform without breakdowns

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

e serviceability - how easy the product is to service - maintain and repair

f aesthetics - the look and feel of the product

g perceived quality - the customer’s judgement of the product’s level of quality

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

Q N o

* Business Performance Measurement, CUP, 2004.
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Read the article and answer the questions with expressions from A opposite.

rder and efficiency are hallmarks of the TVS

motorbike factory near Bangalore in southern
India. To direct foot traffic, arrows are painted
on the shiny shop floor of India’s third largest
motorcycle maker. Large banners with slogans
such as‘Let Us Achieve Zero Defects’'and ‘Quality is
aWay of Life’hang across the bright facility where
nearly 2,000 vehicles are built each day on neat

assembly lines.

Japan’s respect for order has been fully
transplanted to this TVS factory in the city of
Hosur. Venu Srinivasan, the mild-mannered
55-year-old managing director and chairman of
TVS, has indoctrinated the company with the
Japanese management strategy of Total Quality

Management (TQM). TVS’s turnaround has hinged
on principles of attention to process, consistency,
transparency and employee involvement.

TQM was launched at TVS in 1989 and is credited
with reviving the ailing company. TVS rolled out
923,000 motorbikes last year in India, with sales
growing 19 per cent to reach about $900 million. It
recently opened a factory in Indonesia and aims to
globalizeits business over the next few years.

The scenario before and after TQM reflects how far
TVS has come in nearly two decades. Productivity,
quality and sales have improved dramatically.
Previously, the rate of ‘reworking’ - remedying parts
plagued by faults — was 15 per cent. That figure has
fallen to 100 parts per million.

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

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

3 Which two words are used for ‘mistakes in manufacturing’?

4 What is one of the aims of TVS in relation to these mistakes?

5 What problem in the manufacturing process now affects 100 parts per million rather than 150,000

as before?

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

From: Jacqueline Toubon  To: All hotel managers

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

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

extremely angry. This means (3) avoiding changes or differences in relation to what we promise.

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

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

T s s —— T T R T T — W]

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

It has beautiful lines.

It has the latest engine technology.

o~ WN -

We guarantee five years or 200,000 kilometres of trouble-free motoring.
No other brand gives better performance in this price category.
It only requires servicing every 40,000 kilometres.

It has heated seats for the driver and the passenger.

It goes from zero to 100 kilometres per hour in four seconds.
Customer surveys give us top marks for quality compared to other leading car makes.

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

m Standards and certification

34

The International Organization for Standardization is based in Geneva. It is a network of national
standards institutes in over 160 countries working in partnership with international organizations,
governments, industry, business and consumer representatives.

ISO has developed more than 21,000 International Standards, which it says are ‘documented
agreements containing technical specifications or other precise criteria and guidelines to ensure
that materials, products, processes and services are fit - suitable - for purpose’.

There are two series of standards for management systems:

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

@ the ISO 14000 series on environmental management ‘for organizations wishing to operate in
an environmentally sustainable manner’ (s2e Unit 51).

Organizations can apply for certification to ISO 9001:2015 and ISO 14001:2015. These are generic
standards that can be applied to any industry.

There are also specific standards for particular industries, for example singular: criterion
1SO 9000-3 for computer software. plural: criteria

ISO 9000 and others
The ISO 9000 standards put particular importance on:
a therole of top | )| TR

management in setting
policies for quality - top
managers have to be seen
to beinvolved in quality
issues, not leaving this to
middle management
b statutory and regulatory
requirements - for
example, the car industry
has to pay particular
attention to safety and
environmental laws, and
standards in relation to the
components that it uses
¢ measurable objectives
- we have to be able to
measure quality and by
how much it is improving
d resource management
- how you manage the
inputs to your products, for example in human resources and materials
e monitoring customer satisfaction - customers are the ultimate judges of quality and we have to
constantly check and improve the ‘score’ that they give us
f training effectiveness - the training of our staff is an investment and we have to measure how
effective it is in terms of our future profitability
g continual improvement - 100 per cent quality is never achieved and there is always room for
improvement (this is what the Japanese call kaizen)
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Look at the expressions in A opposite and complete the table.

Verb Noun(s) ' Adjective
application applied

2 | certify certificate, certified |

3 | standardize -standardized

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

1 They told us to bring in 1SO-approved consultants to check our operations and make our

e thrOUH them,

2 The...cooenn ... process was very long and we had to provide vast amounts of
documentation beforewe couldbe ... ... ...

3 Now we can put the ISO 9000 logo on all our literature. We've o allour

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

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

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

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

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

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

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

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

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

Find out about an organization (perhaps yourown, or one of its suppliers) that has adopted standards
such as 1SO 3000. Identify one of the ways in which this has changed the waythat the company works.
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Investors in People

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

Investors in People is a framework
developed in the UK. It sets a level of
good practice for training and
development of people to achieve
business goals. It is used by more than
14,000 organizations in 75 countries.

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

a Commitment to invest in people to
achieve business goals.

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

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

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

The EFQM Excellence Model

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

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

@ Partnerships & resources - the materials, skills and knowledge used by the firm
@ Strategy - the firm’s strategies (see Unit 16)
@ People - the way that employees are managed
@ Leadership - the way the organization is led
@ Processes, products and services - how all the above are combined and exploited
The five factors above that contribute to quality are enablers.
Results are the outcome of the factors above. They can be measured in terms of:
@ Business results - the final outcome, i.e. the profits made by the firm
Customer results - the way customers feel about the firm

Society results - the effect of the firm’s products and activities on society

People results - the way managers, employees, shareholders and other stakeholders feel
about the firm
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14.1 Afirm decided to introduce Investors in People principles. Look at the reports from the management
and match them with the four principles in A opposite. There are two statements relating to each
principle.

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

2 We've announced in the internal company newspaper
that we are going to apply the principles.
3
4 we sent all employees on a three-day
quality training course.
5

& Pve asked all our managers to report verbally on the
progress of their employees in working towards the goals.
7 lwas sei]_i i‘iﬂfa:i}ain:i:rté‘édu:" ew other managers.
~ We learned how to improve our management techniques.
8

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

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

o

Describe your own organization, or one you know, in terms of the EFQM model.
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ing for perfection

Benchmarking and best practice

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

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

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

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

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

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

Six Sigma quality

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

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

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

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

And the ultimate goal is zero defects - rio defects at all.
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Complete the sentences with appropriate forms of expressions from A opposite.

1

The manufacturers’ association wants to help companies improve manufacturing
, 0 it’s offering a new service designed to help companies
themselves against the best in their industries.
Engineers made replacement parts for the cars by copying the shape and dimensions of the
original parts, a process known as :
Internal looks for internal and tries to

establish them throughout the organization.
We use to evaluate the effectiveness of our website against those of

our competitors.
Look outside your industry! can teach you a lot - as the firms you are
asking for advice are not your competitors, they may be more willing to help.

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

VA WN

Globalization and instant access to information, must produce no more than 3.4 defects per million
products and services continue to change the way opportunities. An‘opportunity’is defined as a chance
our customers conduct business. for non-conformance, or not meeting the required
specifications. This means we need to be nearly

Today’s competitive environment leaves no room for ! -
flawless in executing our key processes.

error. We must delight our customers and relentlessly

look for new ways to exceed their expectations. KEY CONCEPTS OF SIX SIGMA
This is why Six Sigma quality has become a part of Atits core, Six Sigma revolves around a few key
our culture. concepts:

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

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

Defect: Failing to deliver what the customer wants

WhySigma'? The word is a statistical term that Process capability: What your process can deliver

measures how far a given process deviates from
perfection. The central idea behind Six Sigma is that « Stable operations: Ensuring consistent, predictable
if you can measure how many ‘defects’you have in processes to improve what the customer sees

a process, you can systematically figure out how and feels

to eliminate them and get as close to‘zero defects’
as possible. To achieve Six Sigma quality, a process

Variation: What the customer sees and feels

Design for Six Sigma: Designing to meet
manufacturing capability

What is the central idea behind Six Sigma?

What is an ‘opportunity’ in this context?

What word is used to describe something without faults?

How is ‘defect’ defined here?

What word is used to describe something without unwanted variations?

What word is used to describe something where you know what you’re going to get?

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

Business Vocabulary in Use Advanced

39



40

Strategy

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

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

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

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

Word combinations with ‘strategic’
Here are some frequent combinations with ‘strategic”:

move an action with a particular purpose in relation to objectives
partnership when two companies work together towards a specific goal
decision when a company decides something important for its long-term
A future

strategic e "
acquisition when one company buys another for strategic purposes
goal an objective the company wants to reach
vision when someone has clear ideas about actions to take for future

success
Companies and markets
When a company:
a defends it tries to prevent competitors from being successful
there.
b attacks it starts selling there for the first time.
c establishes a foothold/ it occupies a small part of the market in preparation
toehold in a market, for gaining a larger part.

d invades it starts to be very successful there.

e dominates it is the biggest competitor there.

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

1

2

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

A: This was partof our . .

_.to broaden our customer base.

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

We have taken steps to ensure that our
This is an important part of our strategic
Why are you closing one of the plants?
This is an issue of .

»0Q

are used more effectively.
process.

. We don’t have infinite financial resources and

we want to concentrate investment on the most profitable models.

=

Our main objectives are in the company’s

Where can we read about the company’s goals and values?

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

N

As large retail chains such as J. C. D a

Penney make strategic

Rockwell has direct ties to

D b moves to stand-alone stores, what

are traditional shopping malls to do?
&

l:l € objective of building close ties with local

universities and research organizations.

D d partnerships in the US include Case
-

L

Western Reserve University and Cleveland
State University.

[Je 0
acquisitions as well as focus on our

Howard Schultz, the founder and

leader of Starbucks, had the strategic D f

own organic growth.’

decision to concentrate on telecommunications
and become a leading supplier of mobile
telephone technology and networks.

-

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

McDonald’s arrived in China quite early and
(1) was the biggest competitor by the time
Burger King decided to (2) open restaurants
there. Burger King did not have the resources
to (3) aggressively enter the market, so it

(4) occupied a small part of the market by
opening just a small restaurant in Shanghai in
order to test it. This was successful, so Burger

King decided to open restaurants in cities
all over China. Five years later, McDonald'’s
(5) was still the biggest company in the
market, with a 20 per cent market share.
Meanwhile, one of their competitors,
Schlotzsky’s Deli, had already given up and
decided to (6) leave the market.

Think about your organization or oneyou would like to workfor. Look atits website andfind its
mission statement. If it doesn’t have one, what would you suggest?
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Competition
Very strong competition in an
industry can also be described as:

@ cut-throat
@ ferocious
@ intense
@ fierce

@ stiff

Actions that increase competition are
said to encourage, intensify or
sharpen it. Actions that limit
competition are said to harm, inhibit
or stifle it.

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

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

‘Competing’ and ‘competitive’
Competing and competitive are adjectives related to ‘competition’. Two companies may produce

competing products - products that compete with each other. A competitive product is one that
has real and specific benefits in relation to others of the same type.

Here are some frequent combinations with ‘competing’:

bids price offers for a company in a takeover
. . offerings products from different companies
- competing " - A :
suppliers companies offering similar products or services
technologies technical ways of doing something

Here are some frequent combinations with ‘competitive’:

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

osition .

positi size, growth, etc.
the force that one competitor can bring to bear in relation to

pressure
another

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

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

position

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

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

strategy study of this in business schools
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17.2

17.3

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

1

In banking in the European Union, 25 separate national rules and all sorts of exceptions may result
in (encourage / stifle) competition rather than (encourage /
stifle) it.

Fast bullet trains have (intensify / harm) competition in South Korea’s domestic
travel market.

The Federal Trade Competition rejected the idea that the combined companies would

P (intensify / harm) competition, noting that the two parties weren’t direct
competitors.
International agreements regulating market access by airlines (sharpen / inhibit)
competition and are bad for customers.

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

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

1

What is to stop supposedly competing i D Cl bids from mining giants Inco Ltd and Xstrata. |

Commtouch can position itself in D b suppliers from secretly agreeing to
the middle of the competing keep prices high?

Diamond Fields Resources Inc D s offerings, with prices ranging from
was the target of competing $300 to $450.

than competing messaging solutions’.

The software is 25 per cent cheaper l D d technologies by offering ‘unified

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

1

He was criticized for being too Eurocentric and failing to pay sufficient attention to the competitive
. from south-east Asia.

The trick is to fmd businesses that can sustain their performances over the long term and have

some competitive . ... ... (2expressions)to keep them ahead of their rivals.

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

competitive ..

BankOne will enhance |ts competltlve and boost its financial growth through the

transaction, which is expected to add to earnings immediately.

Mall stores are under the most competitive .. that they’ve been under in

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

traditional malls.

Decades of management theorizing around the world have produced mountains of books, many

of which promise to deliver the secrets of success. But there is no consensus on competitive

Think about your organization or one you would like to workfor. Who are itsfiercest competitors? Why
arethey a threat?
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Companies and their industries

Competitive forces

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

Potential entrants_
. Bargaining
lSuppIiers t: power of
suppliers
Substitutes

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

) 5ot analysis

SWOT stands for strengths, weaknesses, opportunities, threats.

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

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

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

_ Be good at something

Porter says that competitive advantage can be based on:

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

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

@ focus - combining elements of the above two strategies to concentrate on a niche -
a specific part of the market with particular needs

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

!Competitive Strategy: Techniques for Analyzing Industries and Competitors, Free Press, 2nd edition, 2004.
2Competing for the Future, Harvard Business School Press, 1996.
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18.1 Look at A opposite and the examples (1-5) below of the expressions in the diagram boxes. Match
each example with an appropriate form of one of the expressions.

1 Coca-Cola and Pepsi-Cola in soft drinks

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

4 car manufacturers in relation to component manufacturers

5 component manufacturers in relation to car manufacturers

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

1 ‘We have some very good lecturers, especially in science
and engineering.’

2 ‘There may be an economic slowdown next year, with

fewer students able to afford to come here!

‘We are situated in one of the UK’s most attractive cities.

4 ‘We need to improve our facilities - students these days
expect very high-class accommodation, restaurants, etc’

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

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

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

w

Strengths J Weaknesses | Opportunities Threats

very good. lecturers

|

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

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

Analyze your organization, or one you would like to work for, in relation to the industry it is in and to
the forces in A opposite.
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Industries and their players

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

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

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

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

Mergers and acquisitions (M&A)

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

A company may also own or buy its suppliers and
customer companies in a situation or process of vertical
integration.

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

Make or buy?

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

Recent strategic thinking, especially in the West, holds that conglomerates are not good. Many
conglomerates have disposed of or divested their non-core businesses, selling them off in order to
concentrate on their core business. This is relatec to the make or buy decision where companies
decide whether to produce particular components or perform particular functions in-house or, on
the other hand, to buy them in from an outside supplier (see Unit 32).

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

"The nounsui.'elating to dispose and divest are disposal and divestment. They can
be both countable and uncountable nouns. Compare divestment with investment.&

ey
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Complete the crossword with the correct form of words from A, B and C opposite.
Across 1]

8 and5 things that make 7] 3 T
it difficult to get into an I Bl
industry (5, 8) ] . —

9 atype of large Korean group |
of companies (7)

11 when a company sells a
business activity (10) ) ! |
13 see 12 down :
15 ifanindustry is difficult to
get into, entry barriers are —
. (4) — -
17 alarge group of different ] -
businesses (12)

Down
1 theidea used by believers ‘ ’ - u lls l I

in conglomerates (9, 6)
2 Alarge industry with not | l | |

I
l

L

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

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

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

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

that we now own a large number of (3) .... , each withits own brands. We have
become an (4) ... .andall thls is very difflcult to manage. So we are now reducing
the number of brands from 300 to 100 and gettlng each unit of the company to concentrate on our long-term
goal - increased (5) .. . , which means better results for our shareholders. And our
increased power will certainly dlssuade new 6). ... from coming into the industry,
so our position will be further strengthened.

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

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

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

‘We encourage employees to be creative

within the organization and to work on their

own projects outside the usual frameworks; we allow them to spend 15 per cent of their time on this.
In this way, new product development can be encouraged, with some unexpected ideas being
produced - we find that this encourages ingenuity - clever and unusual new ways of thinking. We set
up skunk works - a place away from the main company sites and outside the usual structures, to
work on innovations. This is the way we do our new product development. The most famcus
example of this was IBM, when it developed its PC away from the company’s main research and
development (R&D) sites.

‘We firmly believe that companies have only two basic functions:innovation and marketing. Our
marketing people are heavily involved in new product cevelopment. They get the reacticns of focus
groups - groups of consumers who say what they think of the product - at a very early stage in the
development process.’

Pioneers, followers and disruptors

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

There are cases where new entrants to an industry arrive with a completely different way cf doing
things - take Uber and the taxi industry, for example.

They talk about disrupting the industry, and are

sometimes referred to as disruptors.

Pioneer is also a verb but is more frequent as a noun.
Disruptor is also spelled disrupter.

Shakeout and consolidation

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

creativity, creativeness creative

innovation,

bureaucratic

- ingenious

- pioneers

disruptors

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

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

2 An in email and online advertising, Yahoo was soon shouldered aside by Google.

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

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

5 Google has Microsoft’s Office suite with its own services, and email that you

never throw away.

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

1 Some smaller companies stopped selling altogether - they
2 Thereis a trend towards fewer and bigger companies in the market, a trend towards

3 Selling books online in the 1990s was new - it was an

4 Amazon and a few others lead the industry - they . it.
5 The market is no longer young - it is now

6 The ‘rules of the game’ are now fixed - the structure of theindustryis

/

« Isit always difficult for large organizations to come up with innovative ideas and products?
+ How does your organization produce new ideas?

« Think of more examples of industries that have been disrupted by new entrants, and describe how
they have been disrupted.
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Preparing for the future

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

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

from now.’

Futurology

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

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

Risk management

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

‘Elsewhere, we may be accused of working with governments that people do not approve of.
We have to think about the impact of this in terms of our reputation for social responsibility
(see Unit 49).

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

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

‘If our computer systems are damaged, for example in a fire, we have
business continuity plans, involving back-up machines on another site so singular: crisis
that we cancarry on working normally.’ plural: crises
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Manuel Ricardo is talking about the oil industry. Match the underlined words relating to the
expressions in A and B opposite that he is referring to.

1

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

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

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

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

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

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

300 years!’

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

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

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

1

‘Would you be prepared if the company’s  [] a ‘Yes, we are fully aware of our social

executives were kidnapped when working responsibility in this area’

abroad?’ [] b ‘Protecting the image of any tobacco

‘Do you approve of the government’s company is difficult, but we support, for
initiative on preventing children under 16 example, the European Union’s plans for
from smoking?’ stricter health warnings on cigarette packets.
‘What are you doing to protect the We know our image will suffer if we don’t”
company’simage in health issues [] c “Yes, we have the best public relations firmin
generally?’ the business who know exactly what to do to
‘Isthere a risk of nationalization of the preventpublic relations disasters.
company’s assets by foreign governments? [] d ‘No, the trend now is for governments to sell
‘Are you sure that you have done everything state-owned assets in the tobacco industry,
to prevent damage to the company’s rather than buy them?’

reputation in extreme or unusual [ ] e “Yes,we have contingency plans to deal with
situations?’ that. A special crisis management team will

meet to deal with the situation.

+ Whatis the biggest risk for your organization or one you would like to work for?
« Howhasyourorganization handled risksin the past? What lessons has it learnt?
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B ncurring risks

Businesses take, run, confront or, more formally, incur risks of different
kinds. They have to deal with uncertainty, not knowing what is going to
happen in the future. Experts in risk analysis try to calculate the
probability, the likelihood or, moreinformally, the odds of different events
happeningin the future.

Business managers have to think about these kinds of risk for their
organization.

a economic - the state of the economy as a whole might affect its
performance

b financial - it might suffer from bad business decisions, and/or from unwillingness of investors and
lenders to continue funding it

¢ human - its employees or managers might make a harmful mistake

d regulatory - its activities might be restricted in new ways, or become illegal

e environmental - its activities might damage rivers, the atmosphere etc.

f reputational - its activities or behaviour might be criticized, with its performance suffering

Managers attempt to reduce or mitigate risk. It can be minimized, but never completely eliminated -
removed.

Risk analysts and others talk about worst-case scenarios, the worst possible combination of negative

future events. T W i

1
Attitudes to risk
Attitudes to risk — how people feel about it - vary widely.

Adrienne is an entrepreneur. Entrepreneurs are known for their willingness
to take risks - their risk appetite. She is a risk-taker who has started several
businesses - two of them failed but one is very profitable. She tries to analyze
the risk factors involved in a potential business - the things that will
contribute to its success or failure.

Bernardo runs the family business founded by his grandfather. He is more
risk-averse — he has a low risk appetite and is very cautious. For example,
he tries to limit his risk exposure by only trying to enter new markets where
he is sure of success. He believes in risk avoidance. His risk strategy - his
plan for dealing with risk - is basically to avoid it as much as possikle.

Insurance R

You can reduce uncertainty and take out insurance against negative future events. For example,
businesses can insure against risks such as damage to their property, theft of equipment and goods,
negligence - actions (or inaction) by employees that harm other pzople - to maintain business
continuity and against the cost of business interruption (see Unit 21).

The insurer will ask what level of cover is required — how much the insured business will receive if it
makes a claim. The insured firm agrees to an excess - a particular amount that will be deducted if it
makes a claim. In relation to all this information, the insurer issues an insurance policy, and tells the
business how much it will have to pay monthly or yearly in insurance premiums for the particular
insurance cover.

Insurance companies have risk analysts who calculate the probability of various future events, and how
much the company will have to pay out if they happen.
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Match these situations for the different companies below with the types of risk a-f in A opposite.

1 The government tells housebuilders that houses will have to be better able to resist fire.
2 Aretailer sees reports that activity across the economy as a whole might decrease.

3 A waste recycling plant fears that poisonous chemicals will leak into nearby rivers.

4 Atravel company’s cruise ship is involved in a collision and lots of people see this on TV.
5 A power company finds that workers have been falsifying safety reports.

6 Shares in a car company fall when sales of its new models are disappointing.

Executives from various companies are talking about their attitudes to risk. Use appropriate forms of
combinations containing ‘risk’ in B opposite to complete what they say.

1 Wehave managers whose job is to find the right combination between activities that are risky,
and those that are less risky - they are the ones who work on our company’s ...

2 When we look to export to new markets, there’s always the things that can go wrong - we have
to look at all the ...

3 We've invested heavily in some politically unstable countries, so we have a certain degree of ...
(2 possibilities)

 we put money into what we consider to be the safest activities - you could say that we have
a high levelof ...

5 The economy of our country needs people like this if new companies are going to be started -
we need people who are real ...

6

We are a solid business growing at 2 per cent a year. We stick to what we know and have
alow...

Look at C opposite and put these events into the correct order.

a Two weeks later, Greta made a claim for €550,000 for compensation to guests for their
inconvenience, lost income for cancelled bookings and the cost of new door locks.

b The insurance company agreed to provide cover of €1 million for this specific risk, and an excess of
€25,000. She paid a monthly premium of €500.

¢ The claimtook the insurance company six months to investigate and then they paid out €500,000
after deducting the excess.

d She was very glad to have obtained this cover because, one day, computer hackers attacked the
hotel’s computer system so that guests were unable to lock and unlock their room doors with
their key cards — about 20 guests were locked in and another dozen or so were locked out as it was
impossible to open the doors manually.

e When the insurance company paid out, Greta was relieved that she had insured against this worst-
case scenario, even if she had not realized exactly what it would consist of!

Greta had to call locksmiths to open the doors, and she had to cancel guest reservations for the
following week while the locks were changed.

g Ahotel owner in Austria, Greta Schmidt, took out insurance against business interruption, in
addition to other more usual forms of insurance against fire,damage to buildings and so on.

If you work, are you a risk-taker, or are you risk-averse? Give examples. If you don’t work, think
about a job you would like and decide if you would like to be a risk-taker.
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The four Ps and beyond

The four Ps

Susanna Chang is marketing manager at a mobile
phone company:

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

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

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

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

@ Promotion - all the activities, not just advertising and other forms of communication, used
to support the product. This includes everything from pre-sales information to after-sales
service.

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

‘ Three more Ps

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

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

@ Process - This is the whole series of events from
initial interest in our company’s services,
purchase of a phone, connection, invoicing, etc.
This should be as efficient - well-run, problem-

free, etc. - as possible and contribute to a e ﬁ,@

positive customer experience.

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

accessing the internet, etc.

‘So my job is much more than organizing advertising campaigns. | work with engineers, finance
people and other senior managers to find offerings that will appeal to customers.
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Susanna Chang is talking about her organization. To which ‘P’ of the marketing mix in A opposite is
she referring to in each of her statements?

. We want to offer calls at a lower cost than our competitors.

Z We don’t put our own brand on mobile phones - we sell phones from different manufacturers
for use on different call plans: both pre-paid and monthly-billed customers.

. We advertise more and more on the internet.

4 We have our own high-street outlets, but we don’t sell through other chains.

2 We phone existing customers to try to persuade them to buy more sophisticated phones where
they can download other services.

6

We sponsor sports events.

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

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

Anyone who comes into (2) with your customers will make an impression, and
that can have a profound effect, positive or negative, on customer satisfaction. It is essential that
all employees who work with customers are the right kind of people for the job. They must be

highly informed and (3) , be appropriately trained, and have the right

(4) in dealing with customers. The level of after-sales

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

The (6) of giving a service, and the behaviour of those who deliver it, are crucial
to customer satisfaction. Issues such as waiting times, the information given to customers and
(7) staff are all vital to keep customers happy. Customers are not interested in

the details of how your business runs. What matters to them is that the business works for them.

Over to

« Think of a product that you bought recently. Describe your purchase in terms of the four Psin
A opposite.
+ Now describe a service you have bought recently in terms of the additional Ps in B opposite.
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The four Cs
Susanna Chang, mobile phone marketing manager (see Unit 23), continues:

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

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

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

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

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

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

Customer expectations

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

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

Customer dissatisfaction

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

Some say that encouraging customer loyalty or allegiance is important for profitability. They say
that customer retention - keeping existing customers - is key. Getting repeat business is five times
cheaper than finding new customers.

Customer defection must be reduced as much as possible of course, but a company can learn from
lost customer analysis - analysing its mistakes by asking those who do leave why they defected.
Services like mobile phone and broadcasting companies have to reduce churn - the percentage of
customers who change suppliers or who stop using the service altogether each year. This is very
costly; the companies would prefer, of course, to keep existing customers and add more in order to
build their customer base.

*Philip Kotler and Kevin Keller: Marketing Management, Pearson, 2008.
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A new customer for Sky satellite television services is talking. Look at A opposite and find which ‘C’
he is referring to in each of the sentences.

1 I wanted the satellite dish to be installed at a time that suited me.
2 I had some questions about how to use the service,

so | looked at the Sky website. It answered all my queries.
3 Thecostis very reasonable considering all the channels you get.
4

I wanted a TV service with good reception.
The ordinary TV signal in my area is very bad.

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

1 The systematic analysis of D a loyalty programs for years and says the best
customer claims constitutes an programs allow customers to earn points outside
importantsource of information the business but redeem them inside.

on customer D b satisfaction, or more likely, on customer
2 Dreze has researched customer dissatisfaction.
3 The company’s acquisition of its . ¢ delight by delivering more than you promise.
rival led to customer [] d defections, due to declines in service quality.
4 Maintaining customer . e allegiance results from continuing to provide

5 You can sometimes obtain excellent service, which dissuades your customers

customer from wanting to go elsewhere.

Match the words and expressions in C opposite to the examples below.

1 Alanguage school that ran courses for a company’s employees - the company was so pleased
with the result that it asked the school to run more courses. (4 expressions)

2 The people who use a particular supermarket chain, considered as a group.

3 A mobile phone company that grew quickly despite not advertising much - users just told
their friends how good it was.

4 Atrain company with such bad services that 40 per cent of passengers stopped using its trains
and took other forms of transport.

5 A newspaper website where half the subscribers left each year, but were replaced by new
subscribers.

6 The same newspaper website’s questionnaire to customers that left, asking them to give their
reasons.

Over to you

| Think about coffee shops, clothes shops, supermarkets, airlines, or the make of car that you drive, or
would like todrive. Are you / Would you be a loyal customer? How is your loyalty rewarded?
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Knowing your customers 1

Market intelligence and market research

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

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

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

Research stages

Research takes place in these stages:

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

¢ Collect the data - gather theinformation. Primary data can be collected through:

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

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

@ online focus group - a group of people discuss the product, etc. online in a chat room
discussion between several people on the internet.

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

® behavioural data - information about what people actually buy, rather than what they say
they buy or might buy (see data mining in Unit 27).

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

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

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

Marketing plans

The findings may be used by the company as input to their marketing plan for a particular product
or service. The plan includes the marketing mix (see Unit 23) required to achieve desired results.
This type of plan is tactical or operational - relating to the selection, timing and spending on each
element of the mix.

A grand plan affecting a company’s whole future direction is its strategic marketing plan.
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Complete the sentences with appropriate forms of expressions from A opposite.

1 What makes a good ? The best notice both small details and the big
picture. They focus on their own experience, but also what is happening at the next counter.
2 Salespeople may not like having to spend time on a task for which they do not receive any

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

collection using published material.

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

5 The in pet food emphasize not only natural ingredients but also an
increased obligation to identify the precise origins of those ingredients.

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

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

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

3 Managers from the market research firm were invited by Nestlé to its offices in Zurich. The research
firm recommended that the coffee to be marketed should be the least strong of the three that had
been tested, along with many other conclusions that would affect the marketing plan.

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

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

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

Following market research:

1
2
3
4
5

Northwest Airlines merged with Delta Airlines to guarantee their future.

Ford selected the TV programmes during which its new Fiesta model would be advertised.
1BM sold its PC business to Lenovo.

Nokia started including a satellite navigation feature on its mobile phones.

Apple cut the price of its iPod.

Describe onetype of market research thatyour organization, or oneyou would like to work for, carries
out, and some of its findings.
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Segmentation

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

Segmentation, identifying particular target groups, can be Segment is also
done in various ways. @J

used as a verb.

Customer groups

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

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

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

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

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

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

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

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

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

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

New technologies, new concerns

In retailing, radio-frequency identification (RFID) can be used to track - follow - purchases made
by individual customers even more closely than loyalty cards (see Unit 27). Each product is
identified by a tag. Electronic readers can scan tagsin one go to see what is in a shopping trolley, a
kitchen cupboard, etc. This information can be used to build profiles - detailed descriptions - of
individual shoppers.

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

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

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

*You can take the VALS questionnaire and get your own VALS profile on the internet.
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26.1

26.2

26.3

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

1

‘1 work for a food products company. We make a powder that can be added to hot milk to make
a nutritious drink. Itis used to make two different products and sold under two different names -
to mothers who feed it to their babies and to old people who drink it to get important vitamins.
This is the basis of our . Of course, these are two entirely different
‘We sell car insurance. We calculate the premiums using applicants’ postcodes because this tells
us about the areas our customers live in and their . We are great
believers in 3
‘I work for a political party. When we knock on people’s doors and ask them to vote for us, we
never try to persuade people who are hostile to us. We concentrate on those who are favourable
to usin some way, even if they haven’t voted for us before. This allows
us to target our resources better.
‘I work on health campaigns to discourage people from smoking. One of the most important

. . . is young people from 12 to 18. We want to discourage them from
taking up smoking in the first place.

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

1
2

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

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

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

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

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

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

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

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

‘Hi, I’'m John. I'm head of data
management ¢t a big supermarket chain.
Customers can get money back by using
our loyalty card when they go shopping.
Loyalty cards allow customers to collect
points that can be redeemed against
future purchases, either with us or with
other retailers in the same scheme.

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

Here are some frequent combinations with ‘data’:

analysis finding useful information in data (see Unit 25)

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

LG ST techniques

finding useful information in large amounts of data, using advanced

protection preventing access to data by unauthorized people and organizations

warehousing  keeping data safely

Customer relationship management

‘Of course, with all the information we R/
have on our computers in our data ]'ozoosozo
warehouses, pcwerful computers are 000000
needed to analyze it. This analysis is called '00009 =
data mining. We look for particular ‘00 @

patterns in consumer behaviour. The data
can be used to target particular types of
customer. We build consumer profiles. For
example, if someone has bought organic
food in the past, special offers are sent to
them so that they get reduced prices on
future purchases of organic food.

‘All this is part of the wider picture of
customer relationship management
(CRM) - getting to know your customers.

The computer programs that we buy to do our data mining are referred to by their sellers, often
companies who specialize in this, as CRM software packages or CRM solutions.

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

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

Business Yocabulary in Use Advanced

BrE: behaviour .I

AmE: behavior J



27.1

27.2

Complete the sentences with words that can follow ‘data’ from A opposite by choosing the correct

alternative.

1 Akey technology for
monitoring and analyzing
business performance is data

i _(protection/
warehousing) - a data
warehouse brings together
data from multiple systems
inside and outside the
organization.

2 Facts commonly used in
businessdata ... ...
(analysis/management)
are units, costs, prices, and
revenues.

3 “Instinct alone isn’t going to be
able to predict the categories
consumers want,” Selden says.

“The only way to get that insight is through data

4 Security issues, covering data. ..

experiences.

(mining/warehousing).”

_(analysis/protection), security of access and
physical security, have been given close attention.
5 The best companies demonstrate a strong, organization-wide culture that values customer data

...(management/warehousing) and actively uses the data to build better customer

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

1 We store data in a way that ensures the
strongest

2 Linkages between customer
satisfaction, customer loyalty and
customer relationship management
(CRM) have been created.

3 In future, computers will be able
to follow us down the High Street,
checking which shops we go into and
what we buy.

4 If customers can’t opt out, then that
breaks European data

5 Bell Canada has adopted a faster, more
flexible CRM

O

OO0 OO0

a

Over time, emphasis has shifted away from
raw satisfaction measures towards loyalty
and CRM.

Critics find the prospect of ‘one-to-one
marketing’ somewhat disturbing.
protection law, which demands that
companies can’t store your info without
asking your permission.

safeguards are in place to protect privacy
and confidentiality.

solution in less than two months. The
objectives were to ensure customer
service and support through quick
implementation.

Think about your organization or one you would like to work for.
» What kind of information does it hold about its customers?

» How does it get the information?
» How does it use the information?
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Brands and branding

Brand equity

Abrand is a name given to a product or group of products so that they can be easily recognized. ‘The
most distinctive power of professional markaters is their ability to create, maintain, protect and
enhance - strengthen the power of - brands, says Philip Kotler*.

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

image  what people think of when they think of a brand

loyalty the degree to whic_h peoplé"continue to buy a brand

awareness the degree to which people know about a brand
brand identity what a brand means, represents, etc.

recognition  the degree to which people recognize a brand

the value of a brand to its owners, as sometimes shown on a firm’s

equit
S balance sheet

The combinations with brand
are given in descending order

of frequency.
Brand positioning and differentiation High price per 100 grams
A firm can position a brand by emphasizing its -
characteristics and benefits in relation to other Brand C
brands - this is brand positioning. A company L PS High
can position its products in a particular way in O_W . g
relation to each other and/or to competing n BraidE n
products - product positioning - or it can calories r32 calories
position itself in relation to other companies. Brand A
This can be represented on a positioning map. [ J
Here is an example of a positioning map for Low price per 100 grams

different brands of breakfast food.

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

Brand stretching

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

Brand stretching or brand extension is when a company uses an existing brand name for new types
of product. Consumers are expected to associate some of the same characteristics with the new
product - think of the product in the same ways - but there are limits to this. Brand stretching can
lead to brand dilution, making the brand less powerful, and thus can damage the core - main -
brand.

*Philip Kotler and Kevin Keller: Marketing Management, Pearson, 2008.
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28.1

28.2

28.3

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

1

w

We saw Formula 1 motor racing as a D a image evokes food dripping with sour cream
cost-effective opportunity of increasing and cheddar cheese.

our brand [ ] b recognition, but the name change made sense
Taco Bell’s strong brand because AT&T needed to have a single, unified
Simon and Sullivan (2007) define brand brand.

Pharmaceutical companies sold ¢ awareness worldwide.

prescription drugs at college health
centers at large discounts so as to grab
customers at a young age to build brand competing luxury brands.
Cingular did a tremendous job of e equity as the profits from branded products
building brand over and above the profits that would result
It’s true that BMW’s brand from the sale of unbranded products.

[] f loyaltythat might last a lifetime.

identity is to do with more aggressive, more
fashionable, more exciting, sportier cars than

O Od

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

1

Las Vegas has successfully (position) itself as an attractive destination for
conventions.

When SGI brought out the Altix, they (position) it as a workhorse that would
run with minimum fuss rather than as a breakthrough machine designed to set supercomputer
records.

The brand (position) has shifted with a new marketing strategy, significantly
enhancing the fashionability of the Burberry brand.

Superior products and processes provide a means to (differentiate) the
corporation from its competitors

The term * ; ’ (differentiate) is preferable because it throws the emphasis on the
need to be ‘better’ than rlval products not just in some general way but in precisely specified ways.
The marketers of all these different brands of vodka will say, ‘Well, ours tastes better’ or ‘Ours is
special this way or that way’ - they’re all trying to .. . ... (differentiate) their brand.

Look at C opposite. Was each of these brand extensions successful, do you think?
Give reasons for your thinking.

1

2
3
4
5
6

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

Dole pineapple juice extended to fruit juice, fruit salad and frozen fruit bars.

Woolite fabric wash extended to carpet cleaner spray.

Campbell soups extended to spaghetti sauce.

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

Steps abroad 1

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

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

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

Steps abroad 2

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

BrE: licence - noun, license - verb
AmE: license - noun and verb

Alternatives to licensing agreement in this @
context are licensing arrangement, licensing

deal and licensing pact. The four expressions

are used in this order of frequency.

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

Think global, act local?

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

‘AFL is now a global brand - our products are
enjoyed in 120 countries all over the world.’
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29.1 Complete the emails from a Hong Kong manufacturer of air conditioners called Sophaircon with
correct forms of expressions from A and B opposite. (Use some expressions more than once.) Then
put the emails into their probable chronological order.

eoe From: john.wu@sophaircon.hk Reply
Subject: Our
To: dirk.steinbosch@airdistrib.za
Dear Mr Steinbosch, I'm very sorry that our ...... <o e agreement has not been

a success. Sales have been falling, with quality of what we manufacture together in South Africa
a bigissue, as you know ...Grace

b oo From: john.wu@sophaircon.hk Reply Forward
Subject: .. . ... .. .¢ofairco;ditioners.
To: inquiries @ johannesburgchamberofcommerce.za

Dear Sirs, Sophaircon are manufacturers of environmentally friendly air conditioners with
customers in over 80 countries around the world. We are now looking to sell our products for the
first time in Africa. We would like to market our air conditioners in South Africa and neighbouring

countries through exclusive ... i, €@Ch with their own sales territory ...
¢ @woe Subject: .. ..........foraicondiioners o0, e
From: liu. wen@sophalrcon hk
To: dirk.steinbosch@airdistrib.za
Dear Mr Steinbosch, It was very nice meeting you in Johannesburg on Tuesday. Thanks again for
a very productive discussion! We would like now to drawupa ...
between Sophaircon and Airdistrib so that your company can make our machmery
: atyour plant in Port Elizabeth. If this arrangement is successful, we
would con5|der moving on in a few years to a full .. et e e AETEEMENE
between our two companies.
d eo o From: john.wu @ sophaircon.hk Reply Forward
Subject: Visit by our
To: dirk.steinbosch@airdistrib.za

Dear Mr Steinbosch, It was very nice meeting you in Johannesburg on Tuesday. Thanks again for
a very productive discussion! We would like now to draw up a.
between Sophaircon and Airdistrib so that your company can make our machmery

..atyour plant in Port Elizabeth. If this arrangement is successful, we
would con5|der movmg on in a fewyearsto a full e AETEEMENt
between our two companies.

29.2 Look at C opposite. Does each of the companies (1-3) below a) have a standard global offering, or
b) adaptits products to specific markets?

1 a car company that offers different interiors for northern Europe, where customers prefer a more
‘cosy’ feel

2 asoft drinks company that makes its
products sweeter for some markets

3 a do-it-yourself store chain that sells the Describe one of the main exporters in your country,
same product range in stores on where they export to, what they export, etc.
five continents
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Supply chain management

Manufacturing
Here are some frequent combinations with ‘manufacturing’:

the sector that makes things, rather than other sectors of the

sector
economy
plant a factory
jobs work making things, rather than in other sectors

the amount produced by each worker, or group of workers -

manufacturing | productivity their output

the amount that can be made at a particular plant, or at plants

capacity as a whole

operations  activities related to making things

process all the stages involved in making something

Manufacturing plant sounds more modern than
factory or works. Fab plant is used to talk about one
where hi-tech manufacturing of silicon chips - the
main components of computers - takes place. An
assembly plant is one where products such as cars are
put together on assembly lines.

A new plant is built and production is ramped up -
progressively increased. Perhaps the plant will operate
at full capacity - produce as much as it is able to - or
below capacity. A plant that

is not operating at all is idle.

Manufacturing operations depend on networks of suppliers of raw materials, components, etc.
that have to be ordered and delivered at the right time. These suppliers make up the supply chain,
and organizing and managing it efficiently is supply chain management (see Unit 31).

Vertical integration

When Ford started making cars, it raised its own sheep to provide wool for the seat covers!
This is an example of vertical integration - when a company produces everything internally
that it needs, owning all the stages of the supply chain itself.

Many organizations outsource some of their requirements and buy them in from outside
(see Unit 32). The buying-in process is known formally as procurement.

In advanced manufacturing, suppliers are integrated into a manufacturer’s information systems.
They often deliver required parts just-in-time, eliminating the need for warehousing - handling
and storage in expensive warehouses. Managers from the manufacturer often supervise the
supplier’s own production lines. This leads to clusters - groups - of suppliers located very near the
manufacturer, their main or only customer. Plants such as these that provide components to only
one nearby manufacturer are captive plants.

Retailing

Services such as retail that involve the movement of physical goods also depend, of course, on
managing the supply chain efficiently. The efficient transport or distribution of goods, and their
storage, especially in automated warehouses managed by sophisticated computer programs, is
known as logistics (see Unit 31).
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30.1

30.2

30.3

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

1 The perfume bottle manufacturing

2 Ourimproved financial results
are due to better manufacturing
productivity,

3 The state has lost about 1,700
manufacturing

4 Many Hong Kong manufacturers
have adopted advanced technology
and machinery in the manufacturing

5 In the manufacturing

6 The company has twice as much
manufacturing

7 With 2017 revenue of $2.8 billion, the
company has manufacturing

O O0o04d Ood

a led by our Chief Operating Officer.

b jobs during the year, continuing a decade-long
decline.

¢ plantisthe only one that the French
glass manufacturing giant operates in
North America.

d sector, electronics has become a major export
activity.

e capacity as is needed; the plant has 900,000
square feet of unused space.

f operations on five continents, and its products
are sold in more than 50 countries.

g process to improve efficiency and product
quality.

Complete the article with these expressions from A and B opposite. Use one expression twice.

captive plants integrated

just-in-time

process suppliers warehouse

When Western businesspeople first went to Japan, they discovered the interlocking

relationships between companies and their (1) ..

, often funded

or owned by a common umbrella organization, the Kelretsu

These company partnerships were quite natural, and as the geniuses at Toyota carried

out decades of warfare on waste in every part and (2) ... ..
business, what could be more wasteful than supplies on (3) .
shelves for eventual use? Out of Japan came (4)

of their

supplies,

nerve-racking for traditional Western factory managers. It is still exciting to see less
than an hour'’s supply of car seats stored in a Japanese auto plant, already stacked to
match the colour of the cars that are on the production line.

Behind the handshake between need and supply was something more than

(5) computer systems. When Japanese auto companies
started manufacturing in Britain, they trained some local UK suppliers to their rigorous
needs. But the vital components were made in new (6) ot Vel il I WP, built

by their usual Japanese (7) ... ... ...

close to the British plant.

Complete the table containing expressions from B and C opposite.

retail | , retailing
warehouse , warehousing
transport , transportation
distribute

| outsourcing E

Think of a manufacturer in your country and describe its probable supply chain.
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31 Logistics

Logistics

The Council of Supply Chain Management Professionals (CSCMP)
in the US has defined logistics as ‘... that part of supply chain
management (see Unit 30) that plans, implements, and controls
the efficient, cost-effective forward and reverse flow and
storage of goods, services and related information betweer: the
point of origin and the point of consumption in order to meat
customers’ requirements’.

Another definition by CSCMP is ‘the management of inventory -
stocks - at rest or in motion’. The inventory referred to here can
be of raw materials or components:

® work-in-progress - for example, some cars are transported between quite distant plants for
different parts of the manufacturing process

@ finished goods

@ BrE: stocks (countable) stock (uncountable),

A manager who works in logistics, or AmE: inventory

an academic who studies the subject, is, BrE: work-in-progress, AmE: work-in-process
formally, a logistician. or inventory-in-process y

- 1 o nightmare
Word combinations with ‘logistical’ problem
The related adjective is logistical, or much more rarely, logistic. L. difficulty
Here are some frequent combinations with ‘logistical’. it’s logistical | cpallenge
interesting to note the negative nature of some of the most hurdle il
frequent words following ‘logistical’.

obstacle

Reverse logistics

Reverse logistics ‘involves the flow of materials back to the
distribution, production or supply stages where valuable outcomes
result from their return’*.

Sustainable development requires manufacturers to be responsible
for their products from cradle to grave - from their production to
theirdisposal or recycling.

One initiative in this area is the European Union directive - set of
rules - on waste electrical and electronic equipment (WEEE). The
directive gives guidance on:

B Reuse involves using the product again without going through
one of the steps below.

@ Repair involves fixing or replacing broken or non-functioning )
parts or components for use by the original or another buyer. Waste computer drives for

® Refurbishment involves restoring the product back to the recycling

original specifications. Refurbished products often have reduced capabilities and limited
additional service life.

8 Remanufacturing aims to upgrade the product - improve its quality and performance, for
example with additional functions and features.

® Recycling aims to salvage - save for future use - as much value as possible from retired - no
longer used - products. This involves reusing parts and components from products that have
been dismantled - taken apart - and by recovering materials.

*David L. Rainey: Sustainable Business Development, CUP, 2006.
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31.1 Match these people and things (1-7) with expressions in A opposite. You can use more than one

31.2

31.3

expression with four of the items.

1 finding the best way of getting goods to the supermarkets in a supermarket group

2 auniversity professor who lectures on supply chain management

3 the subject taught by the professorin 2 above

4 aircraft wings to be used in the construction of a plane

5 washing machines on a truck going out of the factory gate, rather than components being
delivered to make them

6 the cotton to be used in making thread for clothes

7 books in a bookshop waiting to be sold

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

1 At present internet sales of meat are D

: o a nightmare for railroads this year, slowing grain
restricted to Britain because of the

o shipments.
logistical . - [] b challenge for working parents, as well as a
2 There are a variety of logistical financial burden
3 Poor weather cond!tlons, elufEEI [j c difficulties and additional costs owing to its need
mergers and booming grain export e R T
:jerp:;ndlhave combined to create a [] d obstacles to opening up a show that has not
ogistica

been performed for two weeks, from restarting
complicated machinery to doing the dry
cleaning.

e problem of exporting small orders of fresh meat.

4 The plant’s lack of a waterside location
created logistical
5 Providing child care is a logistical 0

Look at C opposite. Then use the words below to complete the article.

[ dismantle disposal recycle refurbishment remanufacturing waste

XEROX EQUIPMENT RECOVERY AND

Xerox was a pioneerinthe (1) ... of retired copying equipment into new

products for sale to customers. As part of the company’s (2)".... ..................... - free

initiative; Xerox established a customer-product take-back process. The initiative

included designing new products with (3).. ..... ... e ......in mind and creating a

remanufacture and parts reuse production capability and marketing effort. Xerox understood that
retired copying equipment presented opportunities for creating value and improving the total solution
for customers and stakeholders. Taking back end-of-life equipment relieved the customer of the cost
and effort of (4) .. ..................... Xerox received equipment that had been in use and could study
the implications and impacts of earlier design and production decisions. it had ‘evidence’that could
help current designers create improved products and better solutions. Xerox designers also received
the insights they needed to make their products easier to (5) .. . TEfuUrbish and

(6) ... . Solutions to the end-of- Ilfecon5|derat|on have to be bunlt in during front-end
desngn and productlon Xerox has become a master at thinking about the total solution.

I What are the main logistical nightmares of your organization or one you would like to work for? J
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Outsourcing and offshoring

Outsourcing

Outsourcing is when organizations pay
subcontractors - outside suppliers - to do work
that was previously carried out in-house (see, for
example, the first three combinations below).
These activities may be described as non-core -
not a part of the organization’s core competences
or competencies - the skills that allow it to
maintain its competitive edge (see Unit 17). For
example, Kodak considers that its core competence
is electronic imaging and has kept this in-house; it
subcontracts or farms out many othzr activities.

A key problem is identifying what is core and non-

core. A company must undertake transaction cost analysis of each activity to see whether it would
be cheaper to outsource and benefit from a supplier’s expertise - skills and knowledge - because it
does not have this expertise and is unwilling or unable to develop it strategically. The company has
to decide which capabilities - skills - are central to its particular corporate culture - the way it does
things, how its employees think, etc.

Here are some frequent combinations with ‘outsourcing’

business process administrative tasks

information technology (IT) computer-based tasks

logistics L outsourcing transport and warehousing

strategic f)ou;;i::r:]:nggot;zt is important for the company’s
offshore offshoring (see below)

Business process outsourcing
Business process outsourcing (BPO] includes:

@ back office outsourcing which involves business functions such as:
a purchasing - buying in materials, etc.
b payroll - payment of employees’ salaries
¢ billing or invoicing - preparing invoices and sending them to customers

@ front office outsourcing which involves customer-facing services, such as:
d technical support - maintaining products bought by customers, training customers, etc.
e marketing

Offshoring

Outsourcing to companies abroad is offshoring. Financial institutions were among the first to
offshore their back office operations, with call centres and IT services moving to countries such as
India and the Philippines, part of the trend for businesses and economies to globalize. However,
there is now a reaction. Some companies are bringing home operations that used to be done abroad
in a process of inshoring. Similarly, insourcing is when organizations that had outsourced activities
bring them back in-house.
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Replace the underlined expressions with appropriate forms of expressions from A opposite.

1
2

‘These are something that really benefit our customers and our competitors can’t easily imitate them.
‘They are very reliable. They provide the services more cheaply than if we did them here - their
level of knowledge and skills is greater than ours. Anyway, these are not strategically important

activities for us.

‘It has shown that it would be cheaper to manage our IT networks ourselves, rather than getting

another organization to take care of them.’

‘Only we know how to make this paint, and this gives us a great advantage. But if our rivals steal

ourindustrial secrets, we will lose it.

‘The way we do things round here is based on advanced pharmaceutical research by the best

minds in Europe.

Which area of BPO (a-€) in B opposite is referred to in each of these situations (1-5)?

A company started outsourcing to different specialized firms and found that:
1 employees started to complain that overtime payments had been miscalculated.
2 its product brochures were much better and led to more sales.

3 the machines that it sold were better maintained.

4 customers complained that they were being bullied for payment.

5

the cost of its company cars had gone down.

Look at A and C opposite. Then read the article and say if the statements are true or false.

Why have councils fallen out of love with outsourcing vital services?

A Guardian investigation of the 36 strategic public-
private partnerships (PPPs), where local government
authorities outsource activities to commercial
companies, has found that 13 of the contracts signed
between 2000 and 2007 — which ranged from seven
to 15 years and covered IT, back-office functions,
property management and highways — have since gone
back in-house, either at the end of contractor as a result
of early terminations. That means that in more than a
third (36%) of cases, councils found that delivering
services in-house could save more than by outsourcing
to commercial companies.

From the outset, Cumbria came face to face with the
rigidity in its private contracts. The council committed
to one of the first major public-private partnerships for
highways and building management in 2001, and it
outsourced a host of services from roadworks to IT in
the subsequent years.

Instead of the cost-efficiencies hoped for, Cumbria’s
councillors say they tussled with contractors and

lacked the bargaining power to keep prices down.
They say that the private companies could name the
price for any additional out-of-contract services that
arose. When the contracts for highways and roadworks
went up for renewal between 2011 and 2012, the
Conservative council leader Eddie Martin fought off
political pressure and brought all highways and road
operations back in-house.

“I was leading a very committed group of
Conservatives and it was somewhat anathema
to think about insourcing,” says Martin. “The
government says that outsourcing is everything,
but while it might get you an initial cheaper price,
that price simply doesn’t last, you lose flexibility,
and it causes a great deal of unrest”” Now, Cumbria
estimates it saves £1.8m each year on highway and
road services. And when disaster strikes, like the
recent floods, it says it can deploy staff in a heartbeat,
as council staff don’t need to negotiate on out-of-
contract work.

1 Outsourcing always saves money for local government authorities.
2 About two-thirds of public-private partnership contracts have continued, according to the survey.

3 Cumbria only outsourced highway maintenance.

4 Cumbria managed to keep prices lower than they would have been in-house.
5 Some of the area’s Conservative councillors continue to be in favour of outsourcing.
6 Apart from cost, flexibility and unrest among employees are given as reasons for bringing back

I Is outsourcing an issue in your country? Why? / Why not? Give examples.

services in-house.

),
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Broadband internet

High-speed broadband access to the internet, making it easier to download text, pictures and
video, etc. has now become well-established.

Higher bandwidth - connection speed - allows better use of some applications such as webcams,
for two-way video communication, anc video-conferencing, where people in two or more locations
can see and talk to each other.

Internet TV has also emerged, with users able to watch television as it is streamed over the internet,
and with video-on-demand (VOD) services such as the BBC’s iPlayer to watch programmes later.

Internet access is increasingly available on wireless LAN (local area network) systems, commonly
known as Wi-Fi. To access the internet in this way, you have to be in a particular hotspot - a place
such as a café, airport terminal, etc. equipped with the network.

Mobile internet

This relates to accessing the internet via mobile devices such as mobile phones, tablets and
handhelds. In this area, a new category of computer has emerged: the netbook, a small, portable
laptop computer with no moving parts, specifically designed to browse or surf the internet. The
standard mobile communications technology for doing this is 3G or 4G.

Mobile devices increasingly come loaded - equipped - with different applications or apps -
programs for different uses, for example email, a music player such as Apple’s iPod, etc. Another of
these applications is SatNav - satellite navigation using GPS (Global Positioning System) - with
mapping to see where you are and to navigate - plan and follow routes.

Moore’s law

As ever, Moore’s law is playing its part in bringing down the price of different devices. This is the
principle that the computing power of a particular size of computer chip - the basic component of
computers - will roughly double every 18 months. This means that the cost of a particular unit of
computing power will continue to halve every 18 months for the foreseeable future. The law is
named after Gordon Moore, co-founder of the chip company Intel, who made the prediction in 1965.
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Use expressions from A and B opposite to complete these sentences.

1 Akimbo offers individual TV shows as well as . —— . TV ‘channels’ like the
Anime Network.
2 American Airlines replaced its network, including all its computers, and put in higher
..to carry data, pictures and graphics.
3 Eleutian Technology is a company that uses Wyoming teachers to teach South Koreans how to
speak English via.

4 Many day-care centers offer i ... Most of the cameras don’t offer
streaming video, but the quality is generally good enough to pick out individual children.

5 Microsoft has enabled the Xbox to _...movies and television shows.

6 Streaming video differs from in that it’s not downloaded to a

computer. Rather, it streams, playing only once on a computer, while downloads are generally
accessible more than once.

7 The New York Giants set up a broadband network for fans who want to
access the internet on theirlaptops or mobile devices during the game.

Read this advertisement and answer the questions using expressions from A and B opposite.

It's not just a mobile phone - it's in a class of its

own: it's a communications device, a music player

and an internet browser. The Optimum 3000

has the latest 3G mobile technology and the best
wireless technology. Its many other features include
GPS and games that you can buy and download from
the Optimum site.

= - -

1 Which technology does it use to make calls and access the internet?
2 Which technology does it use in hotspots?

3 Where can you buy new applications for it?

4 What do you use to avoid getting lost?

5 What do you use to find and access different websites?

Use Moore’s Law in C opposite to do the following calculation. In 1987, the cost for a particular size
of computer memory chip was US$12,500. What was the cost for the same unit in 2017? Choose from
these options (a-c).

a $10 b 10 cents c lcents

« Whatkind of device do you usually use to access the internet?

» What sort of services do you typically access - for example, football-action video replays, internet
shopping, weather forecasts?

S
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Online communication

Web 2.0

The internet is evolving. Many internet companies went out of business when the dotcom bubble
burst in 2000-1.

What has emerged is Web 2.0. ‘Web 2.0 is the business revolution in the computer industry caused
by the move to the internet as a platform, and an attempt to understand the rules for success on
that new platform.” It emphasizes:

@ communication
information sharing

interoperability - the ability of different computers and computer systems to work together

collaboration - users working together, for example on wikis - websites that anyone can edit -
contribute to and change; the most famous wiki is the online encyclopedia Wikipedia

Keeping in touch

Instant messaging allows internet users to send short messages to each other that are received
immediately.

Social networking sites allow users to post - make available - details and pictures about
themselves in their profiles, say who their friends are, etc.

Some are external social networking sites open to everyone. There are also internal social
networking sites open only to particular groups, for example medical workers in a particular
speciality, who exchange information and advice with each other in a specialized forum. Here, users
may be vetted - checked - to see if they are properly qualified.

Video-sharing sites such as YouTube have created another online community - internet users seen
as a group. Users upload videos they have made to the site for all to view. (When users upload
material copied from elsewhere, there are problems - see Unit 38.)

Other online communities make up the blogosphere and include:
® blogs - online diaries written by bloggers, with readers able to react and comment
vlogs - online video diaries written by vloggers

chat rooms - users conversing with each other in written form to socialize

forums - where people discuss a particular subject

Website attractiveness

Websites are judged by their attractiveness - how nice they are to look at - and their user-
friendliness - how easy they are to use. By their nature, some applications are more interactive
than others, requiring more activity on the part of the user.

Many websites are free to use and they generate revenue - make money - with advertising.
Adbvertisers, like site owners, want to know how many hits they are getting - how often the site is
visited - or in other words, the amount of traffic they have, as well as the number of unique users -
different visitors to the site. There is also the number of page views - the total number of times that
people look at the site’s pages. Another factor is whether a site is sticky - whether users stay on the
site for some time. The related noun is stickiness.

There are specialized internet ratings agencies that measure user numbers, stickiness, etc. One
task of website management companies is to ensure that when people enter particular words in a
search engine like Google, a site is near the top of the rankings - the list of sites that appear first.

\Website developers are always looking for the next killer app - the next very popular and profitable
application.

* Tim O'Reilly’s definition of a term first used by Dale Dougherty and Craig Cline.
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Complete the sentences, using appropriate forms of expressions from A and B opposite.

L pmanit manager and when we buy a new internet application, | want to be sure that it will

work with the applications that we already have. What | want is ..

2 psarecruiter for IBM, | check different 1. to seeif anyone applying for
a job with us has e : 3izihi S\ O N s st s mriincsatig tHETE- YOU
can see them doing stupid things sometimes!

3 Iollow politics closely, and it’s good to see politicians in embarrassing situations, so | use

............ ‘quite a lot. Some of the videos that are
are very funny.

4 I’m a doctor, and I’'m treating someone with a rare tropical disease, so | joined an
] . to find out more about it from colleagues. It’s good to feel part of
an..... .. . .. ... .butatthesametime toknow thatthe otherusers are properly

> Irun a website that anyone can access and change-itsa . .....................and it’s great
for with other people.

®  I'mabigfan of Web 2.0. Instant & rrmnrren AN $0CIAL e Tl
are great for : ...~ people can keep in touch with each other so easily.

Complete the table with words from C opposite.

Adjective | Noun

attractive

interactivity

user-friendly

sticky

Replace the underlined expressions in this dialogue between two company managers with
appropriate forms of expressions from C opposite and the table in 34.2 above, using any necessary
verbs.

Amar: People say that our website isn’t very attractive.

Britt: | know. We must do something about it. The number of (1) different visitors is relatively high,
but (2) overall number of visits to the site is very low, and so is the number of
(3) pages visited.

Amar: Another problem is that the site is not (4) one where visitors stay a long time.

Britt:  Yes, and people say it’s not very (5) easy to use.

Amar: Yes, and we must find ways of (6) making more profit from it.

Britt:  Yes, we must find ways of making sure that we come near the top of the (7) list when people
search on the internet for the names of the types of products that we sell.

Amar: Yes, time to change the (8) firm that takes care of our website, | think.

Britt: Right!

Over to

Isitfairthata lot of recruiters look at social networking sites to check the information that candidates
have posted about themselves? Why? / Why not?
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Knowledge creation

Ikujiro Nonaka and Hirotaka Takeuchi suggest a model of knowledge creation - the way that
knowledge in a company is built up. They see this as a process that is continually growing and
developing. To understand and manage it effectively, they suggest the SECI model. They see tnis as
a repeated process that will build up an organization’s knowledge over time.

These steps are to be found in a learning organization, one that is able to produce innovation -
new ideas and products (see Unit 20). Knowledge is a company’s intellectual capital.

.———'—"\

a Socialization: spreading tacit b Externalization: developing l
- unspoken - knowledge by concepts, often with analogies -
sharing experience in working on when one idea is used to increase
something. understanding of another - that

allow them to be communicated.

d Internalization: through
learning by doing and hands-
on experience, the knowledge
becomes part of the individual’s

knowledge base - what they ¢ Combination: sorting, adding and
know - and thus becomes an combining ideas to ‘make’ new
asset - something valuable - for knowledge. |

the organization.
Intranets

One way of making knowledge available to everyone in a company is through a company or
corporate intranet - a website specifically for a company’s employees. For example, in project
development, they can look at how past projects were organized, how much they cost, etc. They can
see new ideas that were proposed but that were never taken up. Employees can tap into a vast
amount of information. There can be chat rooms and forums (see Unit 34) for discussion of ideas
and the spreading of knowledge.

A possible problem is managing this knowledge and making it available in usable ways. The
information has to be well-organized, otherwise there is a danger that people will be overwhelmed
by information overload. There has to be metadata - information about where the content is to be
found.

Global communities
Rob McEwen is the CEO of Goldcorp Inc, a gold mining company:

‘We completely changed our approach to knowledge. We were having trouble finding gold in a
particular place, so we made all the information we had accessible on a collaborative site on the
internet. Until then, a lot of this information had been proprietary - we owned it and didn’t share it.

‘This is mass collaboration, collective intelligence, crowd intelligence or crowdsourcing, call it
what you will; anyone who wants to can collaborate on an online project. We gave prize money for
successful suggestions about where to find gold, but there are cases, such as the online
encyclopaedia Wikipedia, where networks of people do this for enjoyment, recognition by otkers, or
opportunities to socialize with others. They may be referred to as prosumers - contributors to the
“products” that result’
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Match the expressions (1-4) with the stages (a-d) in A opposite.

1 A manager compared the flow of components through the production process in terms of
ariver.

2 A production worker showed a new employee how to do a particular part of the production
process.

3 An employee found some useful data on the internet and combined it with data from within the
company in order to solve a problem.

4 Employees worked together to apply new knowledge on production techniques to their own
production line.

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

a capital are the most important assets of the modern
corporation.

b intranet, where companies post important

documents, or special skills of certain employees.

¢ into the expertise of local people and allows local
and county governments to share data.

creation as the ‘development of “new”

organizational know-how and capability.

e base for the engineering task ahead of me.

f overload will believe the research showing that
worldwide information production is increasing at
an average rate of 30 per cent each year.

*In Ronald J. Burke and Cary L. Cooper (eds.): Building More Effective Organizations, CUP, 2007.

1 I feel that this experience really ]
helped build my knowledge

2 Alavi and Tiwana* define
knowledge

3 People and intellectual

4 A-Space will operate like a
corporate

5 People who feel overwhelmed
by information

6 The County Intelligence Initiative
taps

00 0O 00

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

The World Community Grid (WCG) is a virtual supercomputer, created by millions of home
computers worldwide. It is tackling problems from childhood brain cancer to AIDS, water
purification to more efficient solar power. Now, the grid is helping to find a cure for Ebola.

And anyone can take part by signing up and creating an account for their PC or mobile phone,
choosing projects and downloading the relevant software.

Stanley Litow, president of the IBM International Foundation, was part of the team who came up
with the WCG concept 10 years ago. “When it was launched at IBM, it was very new technology.
Even now, when people donate power on their computer, they’re surprised it’s possible. The
technology only works if there are massive numbers of people involved. There are now more than
three million devices involved, and 700,000 people donating processing power.”

Whenever a computer is dormant, it will start running research. This means that scientists
searching for cures, who are faced with millions of compounds - one of which may be the key

to disabling a disease - can accelerate their research. It would take years to examine each
compound in a laboratory. Computer modelling accelerates this process by identifying the most
likely compounds for lab testing. This either requires access to a supercomputer - which can cost
a million pounds, a sum that’s inconceivable to underfunded research teams - or they can partner
with the World Community Grid virtual supercomputer.

1 In which general areas does WCG undertake research?

2 What form does crowdsourcing take?

3 What must they do to contribute to the project?

4 How might people collaborating in the project become prosumers in relation to solar technology?

Business Vocabulary in Use Advanced 79



80

Attack and defence

Melissa Vorster is a consultant on internet
security:

‘f work with companies to try to prevent

hackers from infiltrating - illegally

penetrating - the companies’ computer

systems in order to steal or destroy the

information on them. Hackers may write

programs designed to overload an

organization’s system with requests for

information so that users cannot access it. This

is a denial of service attack, and it causes

huge inconvenience for customers and lost business for companies.

‘Another problem is viruses. A virus is a small program designed to make computers malfunction,
despite the firewalls and anti-virus programs that we install as the technical defences to prevent
computers being infected. Computers may also be hijacked - used to send viruses on to other
computers. Viruses designed to do this are Trojan horses. These are just some examples of
malicious software or malware.

Cybercrime

‘Cybercrime is criminal activity on the internet. Companies that sell goods and services over the
internet need to reassure customers that their credit card details will not be stolen by
cybercriminals. Confidential information is encrypted - coded - so that it cannot be read by others.
Companies that sell on the internet will display the level of encryption that users of their site benefit
from.

‘Internet bank accounts are protected by passwords. Phishing is when criminals try to obtain this
information by sending emails that pretend to be from someone’s bank, telling them to reconfirm
their security details - passwords, etc. - and allowing criminals access to the account. Or they may
manage to put spyware on your computer that records passwords, etc. as you type them. This is
identity theft.

‘You might get an email telling you that you have won a lottery or that someone’s uncle has died and
left money that you can claim. These, of course, are scams.

Privacy and confidentiality

‘When someone uses the internet, they leave an
electronic trail - a record of the sites they visit - and if
they buy something, their personal details. This raises
issues of privacy and confidentiality. Who should have
the right to access and analyze this information?

‘This is all part of the debate about the powers of

surveillance - the powers to watch and examine the

activities of private individuals - that law enforcement

agencies, such as the police, should have. Critics say

that the authorities should not snoop into people’s

private lives; they say that there are big issues of civil liberties at stake. These are freedoms that
ordinary people should have without being watched by Big Brother - a term from George Orwell’s
novel 1984 describing a society that was under constant surveillance.

Business Vocabulary in Use Advanced



36.1

36.2

36.3

Look at A and B opposite. Complete the article with these expressions.

identity theft infected infiltrated

Cybercrime booming

Computer security firm McAfee says that
cybercriminals were “cashing in on consumer
anxiety to profit from ‘get rich quick’
(1) ” . And another
computer  (2) S
group, Sophos, sald it now found a new mfcctcd
website every 4.5 seconds. Each of these websites
could lead to the user having his or her computer
(3) ... , with the risk
Of ()75 . e 1 S = , said Sophos

in its latest Security Threat Report.
R aaaaaa i L PN n

malware scams

r

‘Sophos said that there were now five
times more infected emails being sent than
at the beginning of the year. Sophos added
that the US remained the biggest source of
- (5) websites (37
per cent) followed by China (27.9 per cent)
and Russia (9.1 per ccnt). It further said that
(6) ~ malicious
software ~ was a growing problem for Apple
Macintosh users.

Which expressions in B opposite are people talking about here? Use the clue in brackets to

help you.

1 ‘They took my details and applied for a credit card in my name.’ (specific crime)

2 ‘I change mine to each of the sites | use every couple of months.’ (letters and/or numbers)

3 ‘I get these emails, supposedly from my bank, asking me to confirm my security details, but you
can see they’re not really from the bank.’ (specific crime)

4 ‘Some experts say that in this area we’re losing the battle against these guys.’ (2 expressions: the

activity, and the people involved in it)

e gt TR

TR

5 ‘I trust the website because | know they use the most advanced technique to keep my details safe’

(method for doing this)

6 ‘The site asks me for my password and the name of my favourite film.” (information)

7 ‘It’s scary -

it lets others know exactly what you’re typing.’ (software)

Complete the sentences with expressions from C opposite.

1 Cisco, a maker of telecommunications equipment,sells technology used by
around the world in internet surveillance.

2 Much of What people do online - their search engine queries and the ads they click on -

is logged

by internet companles generatmg intense criticism from groups that compare such actlwty to

George Orwell’s .

3 The human resources department should ensure .

~and

of employees’ personallnformatlon underthe Data Protection Act.
4 The Center for Democracy and Technology is a Washington policy center that tries to protect

_inthe digital age.

5 People thlnk they have anonymlty on the internet, but they don’t realize they leave an

6 The US 6th Circuit Court of Appeals in Cincinnati ruled that federal prosecutors should get

permission in the form of a search warrant before they

email.

into someone’s

Do you feelsafe using internet banking? What can you do to minimize the risk?
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The Uberisation process

Uber offers transport by car.
Users enter details into the
Uber smartphone app, and the
nearest driver arrives to pick
them up and drops them at
their destination. Drivers
provide their own cars.

Apps allow the same business
model - way to make money -
to be used for a particular
activity all over the world, and
this is sometimes referred to as
Uberisation. For example,
Deliveroo provides deliveries
from restaurants with workers
using their own motorcycles or
bicycles. Companies like this,
and the people working for
them, rely heavily on mobile
apps - specific software on
smartphones.

Users pay the company directly

and providers receive payment

by smartphone, with the

company taking its commission, a percentage of the price paid by the user. There are similar
platforms for hairdressing, house cleaning, building work and so on.

People driving for Uber or making deliveries for Deliveroo are said to be participating in what is
informally known as the gig economy - part of the wider picture of increasing use of self-employed
contractors, rather than permarent employees, for many tasks.

Disruption

Some say that working for companies like Uber gives them flexibility to arrange the hours they work
as they wish. Others think that the companies are avoiding employment laws, for example on the
minimum wage, and that their workers should have the benefits of employees, such as sick pay and
holiday pay. They say that there should be more regulation.

This is one of the outcomes of the disruption of traditional industries. Some commentators talk
about the sharing economy, where people can ‘share’ their assets such as cars or houses. The
internet has changed the relationship between providers and users, thanks to feedback from users
and providers giving reviews of each other. Providers and users with ‘bad behaviour’ can be
eliminated in this way.

Crowdfunding

One form of disruption is crowdfunding. Many new business ideas were traditionally funded -
financed - by bank loans. Crowdfunding on the internet allows entrepreneurs - people who start
new companies, or startups - to appeal directly to backers, who put money directly into projects
that interest them. For example, Kickstarter is a site that invites people to invest in creative projects
such as independent films or music. Some are equity-based, where backers have a stake in the
business and get a share of any profits, and some are rewards-based, where backers get particular
fixed rewards - benefits — decided in advance.
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Use appropriate forms of words and expressions from A opposite to complete the sentences.

1

Inthe ... ... no one has a full-time job any more. They’ve got gigs - a bunch
of different pro;ects consultancnes and part-time bits and pieces.

The website takes a e i Of Up tO 25 per cent of the apartment’s rent.
“Freeisn’taviable ... . . he said, noting that by charging sellers, the ratio
of completed transactmns;umped from 10 per cent to 50 per cent.

The .. is normally someone who has agreed to do a piece of work, but is
to be leftfree to choose their own method of doingit.

Smartphonesand ... _have been around for several years, but they have

really exploded in populanty these last few years
Legal services, which so far have largely resisted technology, may be next in line for

Match these examples with words and expressions from B opposite.

a0 A W N

~

You can make a fortune by renting out the parking space on the drive in front of your house.

Local employment law specifies that no one should earn less than 29 pesos per hour.

In the UK, traditional bookshops are no longer the usual places to go to browse and buy books.

We get paid even if we’re off ill for a couple of days, and we get free seminars on how to
increase ourincome.

Complete the article with words and expressions from C opposite. (Some occur more than once.)

Meet the crowdfunding consultants: ‘We live or die by success’

Growing number of small businesses turning to independent experts to create crowdfunding campaigns

Last year, Iris Anson was looking at ways to get funding to grow her shoe manufacturer, Solely Original.
“To me it was all very new,” she says. “I was looking at lots of different ways, including (1) ... .
Obviously a (2) ... ..... was out of the question because we’re just too young.” After attending a
workshop on alternative funding, Anson enlisted the help of adviser Paul Grant, who guided her through
the process of raising £70,000 on a Crowdcube campaign in December.

(3) ... 1S @n increasingly common route for startups and small businesses to raise capital. They
can opt for equity crowdfunding (Crowdcube’s model) where (4) .... .. make capital investment in
exchange fora (S) ......... .in the business. The other main (6) ... .. model, used by Kickstarter
and Crowdfunder, is (7). ...where(8)..................are offered arange of (9)........................determined
by how much they invest.

Crowdcube alone has raised more than £21 Im for organizations through its platform since it launched.
And Anson is just one of a growing number of small business owners using the services of an independent
crowdfunding expert to make sure their campaign is a success. “Crowdfunding consultancy has a number of
different aspects to it,” says Tim Wright, who runs crowdfunding management consultancy Twintangibles.
The consultancy runs workshops for small businesses that provide an introductionto (10) ..................... and
“the practicalities of building and executing a campaign”.

- s i

Think of a business idea thatwould beideal for crowdfunding, and prepare a presentation about it
that would attract potential backers.
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38 Intellectual property
n Downloading

Joe Reggiano is a music industry executive:

‘Sales of CDs have decreased dramatically.
People can download music from online music
stores such as iTunes for very reasonable
amounts. We license the stores to do this. We
even organize downloads of concerts just after
they have happened. So the whole business
model in our industry is changing. This is the
new way to generate revenue - make money -
with our content, in other words our music, pay
royalties to its creators - the performers - and I

make a profit and stay in business.

‘Of course, illegal downloading and file sharing,
when people make copies for their friends on peer-to-peer (P2P) sites, is still going on. But we think
that legal downloading is a better alternative for consumers.’

Copyright infringement
Julia Kaprisky is a film industry executive:

‘We have problems with films appearing on the internet even before their release - before they
come out in cinemas. And when they do come out, there are people who pirate our films by using
cameras in cinemas. This piracy is infringing our copyright. Content providers like film companies
face a big challenge through copyright theft such as this. Our assets - our films - are our
intellectual property. The companies can only be profitable if these assets are copyrighted and
protected.

‘Everything on the internet is in digitized form - the language of computers and the internet. People
can make perfect copies of music or films without any loss of quality. We have technical means of
encryption so that records and films cannot be copied. We also use a system of electronic or digital
watermarks - technical means to identify the source of all material. But of course, there will always
be people who find ways of breaking this encryption;

our defences will have to become more and more _; Another form of digitized @
technically advanced. =8l is digitalized.

Digital rights management
Julia Kaprisky continues:

‘There is a lot of discussion about digital rights
management (DRM). Some people say that films and
music should not be copy-protected, but we argue that
films need to make money and be profitable if we are
going to be able to pay film makers, actors, etc. and to
invest in new films.

‘We want a system of digital rights management to make
sure that people pay for the films that they watch. We

want total copyright protection for all our products
whereby we receive payment for all use of our property.

We want to fight any idea that a record or film can be “free”’
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38.1

38.2

38.3

Complete the table with words from A, B and C opposite.

copyright I

f download
encrypt

j infringement
pirate
protect

Now match the nouns in 38.1 above with these definitions.
This is when:

1 legal means are used to prevent a film or recording from being copied (2 words)
2 technical means are used to prevent a film or recording from being copied

3 arule or law is broken

4 afilm or a recording is obtained from a website

5 afilm or recording is copied illegally

Complete the extracts with appropriate forms of these expressions from A, B and C opposite.

i content copyright (x 3) digital rights download (x 2) |

! file-sharing license peer-to-peer piracy (x 2)

1 '
When readers ... ... articles, they should not by afflicted with what the !

free software movement and
management” (and what its proponents call “..
reader should not be required to accept any form of end-user ...
about what she is or isn't allowed to do with the articles she ...
be governed by .. ... ... i law alone.

A s T S RN e T e e e T i o i

...campaigners call “digital restrictions
management”). And the
..agreement |
- That should |
|

The UK’s major internet services providers are this week sending “educational letters” I

to customers who have been using their connection to access films, TV shows and music

illegally, as part of a government campaign to crack downon... .. .. ... The

ISPs won’t monitor customers’ activities themselves, but will mslead rely on data from anti-
firm MarkMonitor. The system will only apply to ..

that TES o S , S0 any customers exclusively using illegal streammg services
won’t be targeted ThlS is part of a campaign acting for .. ... o .OWNETS WhO
think their .. .. has been shared wnhout their permission.

e S T N T v, el M2l el il

Over to

Do you think it’s acceptable to download music and films from file-sharing sites on the internet?
Why? / Why not?
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Financial performance

Finance

Please study the input and exercises in the units in this Company Finance section (Units 39-46) in the
order given, as each unit relies on knowledge of previous units.

Finance is the way mcney is made, lent, used, etc. To describe the financial situation of a
government, organization or person, you talk about their finances. The way that something is paid
for is the way thzt it will be financed - its financing. A financier is someone who works in finance at
a high level, providing money for particular companies, projects, etc.

Financial reporting is the information that a company gives about its finances. Financial
performance is how well, or badly, a company is doing from a financial point of view.

Financial reporting

Maria Malone is the chief finance officer (CFO) of a
large international media company, based in the UK,
with activities in televisicn and publishing. She’s
talking to new trainees ir the finance department:

‘As with all companies, investors and analysts want
to know how the company is being run and how
their money is being used. Each year we produce an
annual report with three key sets of figures:

@ profit and loss (P&L) account
@ balance sheet
@ cashflow statement

— e

US companies publish their results
every quarter - every three months. J

—

‘These are the three key financial statements in
financial reporting. They give the basic information
about our financial results (see Units 40-42).

The financial year

‘Our financial year ends on 31 March, although other companies choose other dates. Soon after this,
we publish preliminary results or prelims. The full report and accounts are published a few
months later. As a UK company, we also publish interim results or interims after the first six months
of our financial year’

Shareholders, bondheolders and lenders

‘We use shareholders’ money from the shares that we issue to operate and invest in the business.
Some of the profit we make is normally paid out to them, usually in the form of dividends in
relation to the number of shares that they each hold. Ourshares are traded - bought and sold - on
the London stock market.

‘We borrow money in the form of bonds. We pay percentage interest on those bonds ard then later
repay the principal - the amount of money originally lent to us. Our bonds are traded on bond
markets.

‘We also borrow money from banks in the form of loans, and we pay interest on this lending.
‘Of course, our shareholders, bondholders and lenders all take a keen interest in our accounts!

‘The results we publish can zffect share prices; good results cause prices to rise if the market
believes the company is undervalued. However, poor results often cause a drop in share price, as
investors feel the company is overvalued.

Business Yocabulary in Use Advanced



39.1 Complete these sentences with appropriate forms of expressions from A opposite.

1 The separation between shareholders and managers allowed for firms to be .

without further involving the in the running of the corporation.

2 The firm helped companies that could not obtain from conventional banking
sources.

3 Thecompanyisinaterriblestate-its ... . . arein crisis and production is falling.

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

Across
3 and 7 down one of the three key financial statements (6, 3, 4, 7)
6 what you get for lending money (8)
8 what you normally get if you own shares (9)
10 another of the three key financial statements: ... statement (8)
12 Final information about a company’s performance is found in the - _report and accounts. (4)
14 the third of the key financial statements (7, 5)
15 information about the first part of the year (7, 7)

Down
1 the executive in charge of money: chief (7,7
2 If you think a company’s shares are cheaper than they should be, they are ... (11)
3 results that are not final (7)
4 the adjective from finance (9)
5 the owner of bonds (10)
7 see 3 across
9 abbreviation for 1 down (3)
1 people and institutions that lend money (7)
13 money borrowed from abankisa .. ... (4)

+  Why do companies spend money on making their annual reportslook attractive?
Who are they intended for?

+  Why might a company see its annual report as a marketing tool?
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Accruals accounting
Maria Malone (see Unit 39) continues:

‘The accruals principle or accruals method means that events in a particular reporting period, for
example sales of goods or purchases of supplies, are recorded in that period, rather than when
money is actually received or paid out, which may happen in z later period.

Profit and loss

‘The profit and loss (P&L) account records the profit - the
money we make - or the loss - the money we lose - curing a
particular reporting period, using the accruals principle.

‘In our case, our accounts show sales from books, magazines,
television advertising, etc. during the period. Then we show
the cost of goods sold (COGS), for example labour costs -
cost of employees’ salaries - and the cost of materials.

‘Then we take away general expenses - the costs related to
makingthese sales such as salespeople’s salaries, rent for
buildings,etc. There is also the cost of depreciation - this is
not an actual sum of money paid out, but is shown in the
accounts to allow for the way that equipment wears out and
declines in value over time and will have to be replaced (s2e
Unit 41). This leaves us with our operating profit.

Designing a book

‘Then we subtract the interest payable on money we have
borrowed in the form of bonds and bank loans. This gives the
profit on ordinary activities before tax or pre-tax profit.

‘Sometimes there are exceptional items to report, for
example the cost of closing a particular operation, but
fortunately this does not happen very often.

‘Of course, we pay tax on our profits and in the UK this is Making a television programme
called corporation tax.’

Sales are also referred to as turnover in BrE. The profit and loss account is called the income
statement in the US.

Earnings

‘From the profit after tax, we usually pay dividends to
shareholders, and you can see the figure for dividends
per share. However, when business is bad, we may not
do this - we may pass, omit or skip the dividend.
Profit after tax is also referred to as earnings.

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

‘Naturally, we don’t pay out all our profit in dividends. We keep retained earnings - some of the
profit to invest in our future activities (see Unit 42).

‘You can look at profitability in terms of earnings per share (EPS), even if some of these earnings
are retained - kept by the company and not paid out in dividends.
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40.1

40.2

40.3

Match words from the box to make expressions in A, B and C opposite. The first one has been done
for you as an example.

@ﬂ:eptional interest payable profit retained

account expenses items profit and loss

earnings general operating =3 reporting

Now complete each sentence with the correct expression from 40.1 above.

1 Our ; oo runs from 1 April to 31 March.

2 The company’s . . e before exceptional items has increased by 10 per cent
this year.

3 We have decided to keep £250,000 from our profits as . B ...and not
distribute this to the shareholders.

4 One of the in the profit and loss account this year related to the
restructuring costs of our operations in Korea.

5 With the e , of course, postponing or bringing forward cash payments
has no effect.

6 During the early months of the loan, the amount of ... o R each month on this
type of loan is relatively high.

7 The eventually arrives at a figure for profit to shareholders, after the
deduction of all expenses including debt interest and taxes.

8 The cost of new operations in Argentina caused to increase to £60.5

million from £51.9 million.

Are the statements containing expressions from B and C opposite true or false in the context of a
company’s profit and loss account?

1 The cost of goods sold is the total cost related to selling something.

2 Selling and general expenses include the salaries of the salesforce.

3 Depreciation represents an actual amount of money paid out to suppliers of equipment.

4 Operating profit is the same as pre-tax profit.

5 If a company has a bank loan and/or has borrowed money in the form of bonds, it has to show
interest payable in its accounts.

6 Exceptional items are paid out every year and relate to the normal operations of the business.

7 Afigure for profit after tax relates to what is left after corporation tax has been paid.

8 If a company shows a figure for retained earnings from a particular period, it has paid out all the
profit from the period to shareholders.

9 EPS and dividends per share are the same thing.

Describe the profit (or loss) of a company in the news recently. J
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Balance sheet 1

Assets

A company’s balance sheet gives a ‘snapshot photo’ of its assets and liabilities at the end of a
particular period, usually the 12-month period of its financial year. But the snapshot could be taken
on any day of the year.

An asset is something that has value or the
power to earn money for a business. These
include:

1 current assets:
@ cash at the bank

@ securities - investments in other
companies

@ stocks of raw materials, unfinished
goods, finished goods that are going to
be sold, etc.

@ debtors - money owed to the company
by customers, not including bad debts
that will probably never be paid

2 fixed, tangible or physical assets: Stocks
equipment, machinery, buildings and land
(see Unit 44)

3 intangible assets: for example goodwill - the value that the company thinks it has as a
functioning organization with its existing customers - and in some cases brands (see Unit 28)
because established brands have the power to earn money, and would have a value for any
potential buyer of the company

Items are carried - shown - on the balance sheet at particular amourits. However, there are some
things of value that are never shown on a balance sheet, for example the knowledge and skills of the
company’s employees.

BrE: stocks; AmE: inventories
BrE: debtors; AmE: accounts receivable or receivables

Depreciation

Of course, some assets such as machinery and equipment lose their value over time because they
wear out and become obsolete. Amounts relating to this are shown as depreciation or
amortization in the accounts. For example, some computer equipment is depreciated or amortized
over a very short period, perhaps as short as three years, and a charge for this is shown in the
accounts. The value of the equipment is written down or reduced each year over that period and
written off completely at the end.

Depreciate and depreciation are usually used
in BrE, amortize and amortization in AmE.

The amount that is shown as the value of an asset at a particular time is its book value. This may or
may not be its market value - the amount that it could be sold for at that time. For example, land or
buildings may be worth more than shown in the accounts because they have increased in value.
Equipment may be worth less than shown in the accounts because its value has not been
depreciated by a realistic amount.
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41.1

41.2

Complete the assets table for a UK company with expressions from A opposite, and the relevant figures,
using the information below. (The other half of this balance sheet is in Unit 42.)

® Paradigm has goodwill - in the form of hundreds of satisfied customers - worth an estimated
£30 million. This is its only intangible asset.

It has investments of £12 million in other companies.

It has raw materials, unfinished goods and finished goods together worth £7 million.
It owns equipment and machinery with a book value of £18 million.

It owns land with a book value of £62 million.

The company has £22 million in its accounts at the bank.

The company owns offices and factories with a book value of £188 million.

Various people and organizations, including customers, owe £15 million.

ASSETS (millions of pounds)

(@) -
Stocks

Total current assets
() -

Equipment and machinery

Total fixed assets (book value)
Total intangible assets

TOTAL ASSETS

Using the information in B opposite and in the table in 41.1 above, decide if these statements about
Paradigm’s assets are true or false.

The figure for:

1
2
3
4
5
6

cash relates only to banknotes in the safe on the company’s premises

equipment and machinery is the price it was bought for, minus amounts for depreciations
stocks relates only to finished goods waiting to be sold

land and buildings is the exact amount they could definitely be sold for

goodwill is an estimated value that a buyer of the company might or might not agree to pay
debtors is a reasonable estimate of how much it will receive from them

Think of a company that you’re interested in. What are some of its main assets? Which of them might
be shown on its balance sheet?
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Liabilities
A company’s liabilities - everything it owes - are its debts to suppliers, lenders, bondholders, the tax
authorities, etc.
1 Current liabilities are debts that have to be paid within a year, for example:
@ creditors - money owed to suppliers, etc.
® overdrafts - when the company spends more money than it has in its bank accounts
@ interest paymentsthathaveto be paid in the shortterm
@ tax payable - money owed to the tax authorities
S detris thath b BrE: creditors
2 Lopg-term l!abllltles are debts that have to be AME: accounts payable or payables
paid further into the future, for example long-term
bank loans and bonds.

Shareholders’ equity

When you deduct a company’s liabilities from its assets - everything it owns - you are left with
shareholders’ equity, owners’ equity or shareholders’ funds. (The last of these is used particularly
in UK company accounts.)

In theory, this is what would be left for shareholders if the business stopped operating, paid all its
debts, obtained everything that was owed to it, sold all the buildings and equipment that it owns, etc.

Shareholders’ equity as shown in a company’s accounts includes:
@ the capital that shareholders have invested

@ the profits that have not been paid out in dividends to shareholders over the years, but that
have been kept by the company as reserves or retained earnings (see Unit 40).
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42.1 Thisis the other half of the balance sheet in Unit 40. Complete the assets table with expressions from
A opposite and the relevant figures, using the information below.

® Paradigm has a bank loan of £40 million to be repaid in five years.

It has issued £200 million worth of shares.

It has issued bonds for £60 million that it will have to repay in seven years.
It has retained earnings of £21 million.

It has to pay £7 million in interest on its bank borrowing and bonds.

It owes £10 million in tax.

It owes £12 million to suppliers and others.

On one of its bank accounts, Paradigm has spent £4 million more than it had in
the account.

Creditors

[ ) IS

(©)

(d)...

Total current liabilities
Bank loan repayabile in five years
(@) -

Total long-term liabilities
(h)

0]

Shareholders’ funds

TOTAL LIABILITIES PLUS
SHAREHOLDERS’ FUNDS

42.2 Using the information in B opposite and in the table in 42.1 above, decide if these statements about
Paradigm’s liabilities are true or false.

1 Theitem for creditors includes debts that will have to be paid relatively soon.

2 Overdrafts are a form of short-term loan.

3 Inthe comingyear, Paradigm will have to pay more tax than it pays out in interest on its loans.

4 The figure of £12 million for creditors relates to money that it paid out to them in the previous
period.

5 Shareholders’ equity of £200 million is the current value of Paradigm’s shares held by
shareholders.

6 Retained earnings is the total of all the dividends that have been paid out to shareholders
over the years.

When a company goes bankrupt, i.e. goes out of business, whatare its usual liabilities? J
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Cashflow statement

Cash inflows and outflows

Remember that under the accruals method (see Unit 40), events in a particular reporting period
are recorded in that period, rather than when the money is actually received or paid out, which may
happen in a later period. And depreciation (see Units 40 and 41) represents reductions in the values
of the firm’s equipment, etc. although no actual cash leaves the company, of course.

However, the cashflow statement shows cash inflows and outflows - money actually coming into
and going out of a company in a particular period.

A company can have cashflow problems even if it is profitable, for example if it is paying suppliers
more quickly than it is being paid by customers. This is related to the credit terms that businesses

have. In the UK, there is usually an agreed = .
credit period of 30 days or more in which The forms cashflow, cash-flow and ;@j
invoices must be paid. In some countries, this cash flow are about equally frequent.

period is much longer.

Types of cashflow

Net cashflow from operations is the money generated by the sales of the company’s goods or
services, minus the money spent on supplies, staff salaries, etc. in the period.

Net cashflow from investment activities is the overall result of the following:

@ inflows - loans repaid and loan interest paid by borrowers; money received from sales of
securities in other companies; sales of land, buildings and equipment

@ outflows - loans made to borrowers; purchases of securities in other companies; purchases of
land, buildings and equipment

Net cashflow from financing activities is the result of the following:

@ inflows - money received through issuing new shares and bonds in the company; money
received through short-term borrowing

@ outflows - money repaid in short-term borrowing; dividends paid to shareholders

Adding and subtracting the figures above, the company calculates its net cash position at the end of
the year. Investors chack the cashflow statement to see how the company has obtained and used
cash - how much it has made from its operations, raised through new share issues, etc.

INVESTMENT loans repayments and interest ales of goods uﬁd services OPERATIONS
ACTIVITIES  sales of securities

8
o
Sh supplies, salaries
3 loans  CASH INFIGWS
o AND OUTFLOWS z
= purchase of securities £
3 | e |3 g
S purchase of land, buildings, etc. i o1k 2
a e e @ = a
; 2 3 gl 2
@ 5 3
g g - .-
: - 3 ¥
s |3
& FINANCING
@
@ ACTIVITIES
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Use the information in A and B opposite plus the facts from the presentation below to complete the
table about a fictional UK company called SBC.

Last year, SBC had a net cashflow from its operations of £10.1 million. It bought a new office
building for £8 million and new equipment for £1 million. The company lent £1 million to one of
its directors so that she could buy a new house. SBC paid £10 million to buy shares in Company A
and obtained £6 million for shares that it sold in Company B.

It received interest of £500,000 on a loan it had made to another director and sold its old office
building for £5 million.

SBC obtained a bank loan for £500,000 that it will have to repay next year. It paid out

£1 million in dividends to shareholders. It raised £1.25 million by issuing new bonds and
£1.75 million by issuing new share capital. It also repaid a loan of £1.5 million that it obtained
last year.

(Millions of pounds. Negative figures are shown in brackets.)

Operating Net cashflow from operations : = [ 10.1
activities
Investment | purchases of securities (10)
activities . . | [T A o L]
money received from sales of shares in (a) :
other companies
loans made to borrowers (b)
loans repaid and loan interest paid by 0.5
borrowers

purchases of land, buildings and equipment - (e)

sales of land, buildings and equipment (d)
i _ Net cashflow from Investment activities :__.(_g)_
Financing money received through short-term borrowing | (f) ...
L money repaid in short-term borrowing ) (8) i el
) money received through issuing new shares I 1.75 L
' in the company | |
‘ money received through issuing new bonds ' (h) RLr sl
in the company
I dividends paid to shareholders - (i) iy e
. Net cashflow from financing activities - s 3.0 .
| NET CASH POSITION AT YEAR END [ ) '

l What are typical credit terms in your country or other countries that you know?
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44 Comparing performance

Profit and profitability

The profit made by a company in a particular period is also referred to as its earnings - profits after
tax - or net income - money produced minus everything spent to produce it. There are different
indicators of profitability - level of profit in relation to what is required to produce it. One measure
is EBITDA - earnings before interest, tax, depreciation and amortization (see Unit 41 for these
last two items). Comparing the EBITDA of different companies is a good way of comparing their
fundamental operating performance before other financial and tax considerations are taken into
account. It may be used to see if a company is good at generating cash or cashflow (see Unit 43).

A company’s profit (uncountable) from a particular period
may also be referred to as its profits (plural). Profits is also
used to refer to several periods or several companies.

Investment ratios

Another way of comparing companies is by looking at investment ratios - the relationship of one
key figure to another.

One important ratio is return on assets (ROA), where you look at a company’s profits for the year in
relation to the value of its assets (see Unit 41) to see how well managers are using those resources.
This is an indicator of how well the company is using its capacity - the maximum number of
products it can produce in a particular period. Particular levels of ROA may indicate that a company
is operating at full capacity or it may have spare capacity.

If a company uses relatively few resources compared to similar companies to generate a higher level
of profits, you can say, slightly informally, that it is sweating its assets. But it may reach a point
where it is not investing enough in new buildings, equipment, etc. There are limits to how far assets
can be made to sweat!

And in companies that depend on knowledge workers for their success, physical assets are less
important, so ROA is a less useful measure of performance here.

Return on equity

Return on equity (ROE) measures how well a company’s managers are using shareholders’ equity
(see Unit 42) to invest in activities and resources that generate profit for shareholders. For example, if
in a particular year profit before tax is £50,000 and the company has shareholders’ equity at that
time of £500,000, it has ROE in that year of 10 per cent.

Like all ratios, this can be compared with figures from other companies in the same industry, or for
the same company from year to year. One figure by itself doesn’t mean very much.

Leverage

To get a better return on equity, companies may borrow in the form of loans and/or bonds. The
amount of a company’s borrowing and the interest it pays on this in relation to its share capital is its
income leverage. This ratio can be expressed as a percentage; for example, a company that makes
£80,000 in operating profit in a particular period and pays £20,000 in interest has leverage of 25 per
cent. This can also be expressed in terms of interest cover - the number of times it could pay the
interest out of its operating profit; in this case four times.

A company with a lot of borrowing in relation to its share capital is highly or heavily leveraged. You
can also say that it is heavily indebted. A company that has difficulty in making payments on its
debt is over-leveraged. A company that reduces the amount of debt that it has deleverages.

Leverage is also called gearing, especially in BrE.
Companies may be said to be highly geared.
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44.1

44.2

44.3

Complete the extract with these expressions from A opposite. Use one of the expressions twice.

cashflow

Sequoia has received investor inquiries as to why
our cashflow has been so much better than
reported net income. This is partly accounted for
by non-cash factors such as (1) ...
R e ... If we look at Sequoia’s
(2) .oy OUP excellent

EBITDA netincome

is more

(3) .
understandable. Our (4) ..

e in the quarter was $93,000, but
our (5) were
$253,000 for the same period, or $160,000
higher.

Match the underlined words with the expressions in B and C opposite to which they refer.

1 They’re the most profitable assets at the market research firm AC Nielsen, rather than
machinery, buildings, and so on, so this is not a very useful measure in judging its success.
2 British Rail was famous for using its trains and other equipment in the most intensive way

possible - but the equipment broke down more often and wore out faster than it would otherwise.

(2 expressions)

3 In manufacturing, a return on money invested by shareholders of 15 per cent would be quite a

good figure.

4 Until recently in banking, a figure for profits in relation to the money available to a bank of 1 per

cent was considered reasonable.

5 This money is what shareholders have invested over the years, plus any profits not distributed in

the form of dividends and ROE is calculated to see how well it’s being used.

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

1 These bonds are often issued by

highly
2 For building firms that were heavily
3 We needed to reduce debt and de- ]
4 High-risk bonds perform better ]

when the economy is booming,
helping heavily
5 The company is massively over-
6 Many firms are too highly ]

O

[] a

leveraged, the slowdown was catastrophic - it’s
a bad time to be a builder but a good time to
buy a house.

leverage in order to survive.

geared, having borrowed to expand their
businesses in the boom and now, with incomes
falling, interest payments that are difficult to
make.

leveraged and owes much more to lenders than
its operations will ever bringin.

leveraged small companies to make scheduled
payments of interest and principal.

indebted companies that then have trouble
meeting interest payments.

Is your organization (school, company, etc.) sweating its assets? Or does it have spare capacity?

Give an overview of the situation.
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Yield

Investors look at the yield of a company’s
shares - the dividend per share that it
pays out in relation to the share price. For
example, a company whose shares are
worth €20 and that pays a dividend of €1
has a yield of 5 per cent.

Those investors interested in high
dividend payouts |cok for income shares
- shares that have high dividends in
relation to their prices. Others look for
growth shares, typically with lower
yields, if they think the company’s profits
will grow over the coming years and that
the shares will increase in value.

Price-earnings ratio

But companies do not pay out all their earnings in dividends each period. Not all earnings are
distributed to shareholders; companies keep some as retained earnings (see Units 40 and 42).

Investors want to know how well their money is working for them and one way of doing this is to
look at the earnings per share (EPS). This is calculated by dividing the after-tax profit by the
number of shares outstanding - the number issued and in existence. For example, if a company has
an after-tax profit of €1 million and has four million shares outstandirg, it has EPS of 25 cents.

Investors can also use the earnings per share to work out the price-earnings ratio (PE ratio) - this
is the share price divided by the earnings per share. A company with EPS of 25 cents and a current
share price of €5 has a PE ratio of 20.

This ratio gives an idea of how expensive a share is in relation to the profit the company is making. If
investors are willing to pay for shares with a higher-than-average PE ratio, it may be because they
expect the company to have higher-than-average profits growth in the future and they are thus
willing to pay more for these higher predicted earnings.

Maximizing shareholder value

Shareholders in a company obviously want to maximize their return on investment (ROI) or return.
Tkey increasingly lock at how the company is managed in terms of shareholder value - the total
amount the shares they hold are paying out in dividends - and the increase in the value of their
shares during the time that they hold them.

Jell| singular: return on investment;
| plural: returns on investment J
If a company’s shareholders could get the same or better ROI by putting their money on deposit in a bank,
they will not be too pleased with the company’s managers. So shareholders are watching senior
managers’ decisions increasingly closely. A company may say that it wants to maximize shareholder
value, and use its assets and potential assets in the most profitable way. This implies key strategic

decisions such as making the right acquisitions, and divestment (see Unit 19) of business units that do
not make enough profit even if they are not actually loss-making.
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Complete the crossword with the correct form of words from A, B and C opposite.

IZIHIWI\“HHHH

IZ
E
L
Across ..

2 see 12 across
6 The number of a company’s shares in existence is the number . .. (11)
7 the share price divided by the profit ‘belonging’ to that share (2, 5)
8 A company may keep these for a rainy day. (8, 8)
10 Some profitsare . ... toshareholders, some not. (11)
12 and 2 what many investors want companies to do (8, 11, 5)
13 occasions when one company buys another, or the companies bought (12)
14 abbreviation relating to profit per share (3)
15 and 9 down choice that a company makes hoping to become more profitable (9, 8)

Down
1and 3 companies’ profitability in relation to what investors have put in (7, 2, 10)
4 If a company doesn’t keep all the profit from a particular period, there’sa. ... ... (8,6)

5 describing shares that increase in value (6)
8 an abbreviation relating to what you get back (3)
11 describingshares that produce good dividends (6)

Complete the sentences with appropriate forms of expressions from C opposite.
1 The role of the Chief Financial Officer is to enable the best use of capital so as to

2 Consider the outsourcing of a large part of the manufacturing load and the consequent
..of many plants.
3 Nokla made a. B - ........ to concentrate on telecommunications and become a
leading su ppluer of mob|le telephone technology and networks.
4 Programs that provide childhood nutrition, education and agricultural know-how can pay big
dividends - the . oo Often exceed 20 per cent a year.
5 There is room for growth because there are many small companies available as
.targets.

It often makes sense to maximize shareholder value by divesting loss-making businesses and investing
in other areas, but is this always easy to do? Why? / Why not?
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Accounting standards

Audits and their transparency

Every company appoints auditors - specialist external accountants - who audit its accounts.

The auditors approve the accounts if they think they give a true and fair view of the company’s
situation. If not, they specify the qualifications they have about the accounts. If auditors do this, it
certainly gets investors worried!

Companies that give misleading - false - information in their accounts are said to cook the books.
They may overstate or understate particular-amounts - indicating that they are more or less than
they really are. Companies that do this are guilty of fraud.

But auditors complain that there may be an expectation gap between what they are required by law
to do and what clients and investors sometimes expect them to do; auditors say that they should not
be expected to pick up every problem.

Following the scandal of Enron and other corporate collapses in the US, investcrs became
increasingly worried about accounting irregularities or false accounting, and they are demanding
that auditors shculd be more strictly regulated - the authorities should supervise them more
closely.

Regulators - government agencies checking that the law is applied - are demanding more
transparency; they say audits should ensure that the company’s accounts should give a clear picture
of its true financial situation.

They are particularly concerned with:

@ auditor rotation - the principle that companies should be obliged to change their auditors
regularly

® conflict of interests - some say that a company’s auditors should not be allowed to do its
consultancy work, for example giving tax advice or doing management ccnsultancy

International standards

In the UK, the way accounts are presented is governed by regulators such as the Financial Reporting
Council (FRC).

In the US, they have the Generally Accepted Accounting Principles (GAAP), promoted by the
Financial Accounting Standards Board (FASB).

People and institutions invest in companies woridwide. Therefore it is important for financial
reporting to be in a form that means the same thing to people all over the world. This is why
accountants worldwide are moving towards International Accounting Standards (IAS) - standards
or rules that companies all over the wortd will, ideally, end up using.

These standards will eventually be accepted by bodies - organizations - such as the International
Organization of Securities Commissions (10SCO) representing stock markets all over the world,
including the all-important Securities and Exchange Commission (SEC) in the US. This acceptance
will facilitate investment by allowing investors from every continent to understand and trust the
accounts of companies, wherever they are based.

The SEC has come under attack for not using its regulatory powers - its right to control financial
activities - to prevent the excesses that led to the banking crisis of the years 2007-9. Critics said that
its oversight - control - of the financial services industry was not strict enough.
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Complete the article with these expressions from A opposite. Use two of the expressions twice.

auditor rotation  auditors collapsed cooking the books  fraud

irregularities overstated  transparency regulator understated

US audit regulator imposes record fin

AUS audit (1) . oo has fined bankrupt company are now suing Mataymeats’
2 . ... . ... .. .. HeathBerwick (HB)a directorsfor (9) ... ...

record $9.5 million for unreliable audit reports. A spokesman for HB said that the conduct
The claim centred around HB's auditing of US described by the (10)

agricultural products firm Mataymeats, which was “not part of HB’s culture” and “did not

(3) SR T last year. Its financial represent the professionalism for which HB is
reports were found to contain accounting known throughout the auditingindustry”. He
(L) — 3 and misleading added that those involved had since left the firm.
financial statements - its accountants had HB audited Mataymeats throughout the

been (8) ... -, with external company’s 40-year history. The case will no
auditors HB failing to spot the doubt intensify calls for obligatory

® . .. Valuesofitsland assets (¢49) . Relationships

in Argentina had been (7) .... ... petween businesses and their auditors often
over a long period, and costs relating to th become too cosy, and a regular change of
Mataymeats wholesale operations were hugely auditor would hopefully lead to more

@ : cree - INVesStors in the (12) . forinvestors.

Decide if these statements about the article in 46.1 are true, false, or if the information is
not given.

1 Theregulator fined Mataymeats.

2 Mataymeatsis still in business.

3 The costs of wholesale operations were miscalculated by a large amount.

4 The regulator is suing Mataymeats for fraud.

5 Theindividual auditors involved are now working elsewhere.

6 The knowledge that auditors develop about their clients is always beneficial.

Look at B opposite and answer the questions using abbreviations. Which body or set of rules would
be most involved with, or relate mainly to the following?

1 acompany whose shares are listed on the New York Stock Exchange and that is accused of
accounting fraud

the way that somethingis presented in a UK company’s accounts

discussions between stock exchanges around the world on standardizing procedures

the way multinationals around the world account for profits from overseas subsidiaries
the way that something is presented in a US company’s accounts

v b wN

Describe a case of false accountingthat you remember. What happened to the people involved? J
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The business cycle

Key indicators

To assess the state of a country’s economy,
commentators look at key indicators such as:

a the jobs market - how many people are in
employment and how many are out of work or
unemployed.
b disposable incomes - what people have available
to spend after buying essentials such as food,
electricity, etc.
c retail sales / consumer spending - how much
people are spending in the shops. This is related
to consumer borrowing - how much people have
borrowed in loans, on their credit cards, etc.
d the property or housing market - house prices,
and the price and availability of mortgages - loans
to buy property. Interest rates decided by a country’s central bank - how much it costs to borrow
money - are very important in this context.
e inflation - how fast prices arerising.
financial markets, including the stock market for company shares.
g the trade balance - how much the country is importing and exporting. If it exports more than it
imports, it has a trade surplus; if it imports more than it exports, it has a trade gap.
exchange rate - the value of a country’s currency.
i government spending - the amount that the government is paying for everything that it provides.

-

= =T

There is a budget surplus when a government takes in o =
more in taxes than it spends; there is a budget deficit < property, housing: Brt and Amj
when a government takes in less in taxes than it spends. (Gl "e?! estate: AmE only

The business cycle

Economic growth is when a country’s economic activity increases. Typically, when the economy
recovers from a trough - its lowest point - there is a period of recovery when growth starts to pick
up - speed up. This is followed by a phase of prosperity when people and companies have money to
spend and feel confident about the future. These two phases make up a period of expansion.

The economy then peaks or reaches its peak - highest point - and starts to decline - grow more
slowly. The economy may even shrink in a period of contraction or contract in a slowdown - get
smaller - before it reaches a trough or bottoms out and starts to grow again. This is the economic
or business cycle.

Boom and bust

When the economy is booming - growing fast - commentators start to talk about the risks or signs
of overheating, with key indicators getting out of control, and a loss of economic stability. They
talk about the need for a soft landing, with the government aiming to bring economic activity back
to more sustainable levels - ones that can be continued - without the economy going into
recession - techniczlly, a period of declining activity lasting two consecutive quarters (six months)
or more.

Along period of severe recession is a depression or a slump. This whole process is referred to,
slightly informally, as the boom and bust cycle.
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Match these headlines (1-9) with the issues that they relate to (a-i) in A opposite.

L Shares in biggest one-day rise for 10 years_l

3 Average house price now €300,000 -
—— s TRADE GAP WIDENS BY RECORD I
3 £500 MILLION
Jobless at lowest for 12 years P
* CONSUMERS IN RUSH TO MALLS |
5

Dollar falls to 15-year low against yen| ;
. g. 3 ° Consumers and firms hit °

by price jump shock

Use nouns from B opposite to complete the labels in this diagram.

() LI, o) A B

ECONOMY

(5) iz s (6t

TIME

Use correct forms of expressions from C opposite to complete these sentences.

1 Britain’s economy .. - for most of the ‘Blair decade’, growing by 3 or 4 per
cent per year.
2 The Central Bank raised interest rates, a move aimed at reducing the risk of
.in an economy that is growing at more than 11 per cent per year.
3 The pre5|dent sald he is concerned but believes the market will find a .
without substantial government intervention, and will not go into a recession.
4 Government spending went well beyond sustainable levels during the boom and this threatened

5 Theeconomy had a sudden reversal and experiencedasevere ... ...,
following growth of 8 per cent the previous year.
6 In the gold industry, S cycles last an average of ten years.

At what point in the business cycle is your country right now? What is the state of some of the
key indicators?
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Bursting bubbles

Bubbles

A bubble is a period when demand for something - the
number of people who want to buy it - grows too fast, leading
to prices also rising too fast.

Here are some frequent combinations with ‘bubble’:

economic
financial

speculative

real estate  bubble
housing
property

mortgage

Then the bubble bursts, with demand falling very fast. Prices crash, with buyers wanting to sell for
whatever they can get, including those who had bought at the top of the market - when prices
were highest.

The credit crunch

The credit crunch of 2007-9 was part of a wider banking crisis. US banks had lent too much mor.ey
to mortgage borrowers who could not repay. These were called sub-prime or, informally, NINJA - no
income, no job or assets - mortgages. The banks had repackaged and sold en these mortgages in
the form of new securities - lending - to other financial institutions, who then lent money to yet
others on the basis that they would get their money back from repayments of the original
mortgages.

However, the buyers of these securities did not know that the mortgages were high-risk. When
house buyers started to default on - stop repaying - their loans, the lenders were in trouble. These
defaults meant that what banks thought were valuable securities were in fact toxic - worthless -
assets.

Some commentators blamed light-touch regulation of banks; they said that the government
regulators had not been strict enough. And they criticized ratings agencies - commercial
organizations that publish risk levels for differeat securities, who had underestimated the risks.

Banks said that they wanted to deleverage - rely less on borrowed money. Some financial
institutions were in danger of going out of business, and governments in some countries had to
rescue them. Banks refused to lend to each other and to companies and individuals, causing
problems in the real economy, with businesses and individuals unable to borrow money in the ways
that they had been used to. This in turn led to a full-blown - total - economic crisis.

The real economy

Following the credit crunch, governments around the world were worried about deflation -

a period of falling prices and falling demand, which would be very difficult to end. So they produced
stimulus packages - actions designed to increase economy activity, for example by lowering taxes
in order to give people more money to spend. They reduced interest rates to nearly zero, meaning
that borrowing money was almost cost free. They started printing money - putting more money
into the economy than really existed - in order to increase demand. But critics said that this last
move could be dangerous because of the risk of galloping inflation - prices rising very fast - or even
stagflation - inflation with no economic growth.
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Match the two parts of these sentences containing expressions from A opposite.

1
2

~N o b

During the real estate

One striking difference between
the current crisis and recent
financial

Students and factory workers
were putting much of their
savings into stocks, threatening
to create a speculative

The bursting of the housing
No-proof loans fed the mortgage
When Hong Kong'’s property
Yubari continued building tourist
sites even after the collapse of
Japan’s economic

L

O O04dgo Oo

a

bubble because buyers listed incomes much higher
than what they really earned.

bubble also represents a period of lost wealth,
even for people who keep their homes.

bubble burst, revenue was slashed and the
government incurred a budget deficit of HK$32
billion.

bubble, as the nation tried to spend its way to
recovery.

bubble that could end in a damaging and
politically explosive crash.

bubble, lenders and mortgage brokers sometimes
encouraged homeowners toborrow morebased on
inflated home values.

bubbles is that this time it is the developing world
that is best positioned to weather the current
storm.

Look at the expressions in B opposite. What are these things examples of?

1

2
3
4

0 N o w;

the Financial Services Authority, responsible for seeing that UK bank finances are healthy
Standard and Poor, an organization that judges how likely it is that loans will or will not be repaid
manufacturing, retail, etc. as opposed to financial services

when banks are left to decide for themselves which activities are too risky to get involved in,
rather than being told what to do by the government

when banks and companies borrow less
when a housebuyer stops repaying their mortgage

debts that lenders discover are never going to be repaid, having previously believed that they would be
when many companies go out of business, unemployment rises to 10 or 20 per cent, and the

government doesn’t really know what to do

Complete the table with words from A, B and C opposite.

crash
default
deflate R R
deleveraging
regulate
rescue
stimulate
How did the credit crunch of 2007-9 affect your country? J
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Corporate social responsibility

Ethics

Ethics (countable) are moral beliefs about what is right or wrong. Ethics (uncountable) is the study
of this.

The related adjective is ethical. Here are some frequent combinations:

behaviour doing things that are morallyright
lapse B Eemp;;;rygﬂure to actin the correct way

ethicald dilemma a choice between two actions that might both be morally wrong
standard a rule for moral behaviour in a particulararea
stance a stated opinion abcut the right thing to do in a particular situation
issue an area where moral behaviour is important iy

Accountability and transparency

Individuals and organizations should be accountable - completely open about what they do and
able to explain their actions. Dealings - business transactions - should be transparent - not hidden
or secret - and explainable in a way that can be understood by outsiders. Companies may say that
their managers and employees should act with integrity and, more formally, probity - complete
honesty - and that they do not tolerate any form of professional misconduct. People expect the
behaviour of organizations to be above board - completely open and honest.

Corporate social responsibility

Companies have long had codes of ethics and codes
of conduct saying how their managers and employees
should behave. Now they are looking at these issues in
more systematic ways. They are designating executives
to oversee the whole area of corporate social
responsibility (CSR), which relates to the following
areas, among others:

a employment and community: they want to pay
attention to things that affect the well-being of
everyone, not just their employees, in the arezs where the company has its plants, offices and
other activities.

b environmental protection: they want to conduct business in ways that protect the environment,
for example to ensure that the company does not cause pollution of the air, rivers, etc. and does
not endanger plant and animal life or contribute to climate change (see Units 50 and 51).

¢ winning new business: they want, for example, to get business without engaging in corruption,
for example offering bribes - money given to someone so that they behave unethically.

Companies want to be seen as good corporate citizens, with activities that are beneficial not only
for their stakeholders (see Unit 14) but for the community and society as a whole.
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Match the two parts of these sentences containing expressions from A opposite.

1 ‘We are committed to the
highest ethical

2 Is ethical

3 There were questionable

we use.

relatives.

[] a stance, we are always looking to reduce the amount of paper

[] b lapsescame to light, including city managers hiring their

ethical [] c behaviour in business affairs different from everyday

4 They tightened the city’s

behaviour in the family or community?

ethics policy after astring [ ] d dilemma of whether to disclose to a buyer that the house

of ethical

might soon be demolished to make way for a new road.

5 ‘As a bank with a strong [] e standards and to promoting our medications only for

ethical
6 He’s dealing with the [ f
ethical

approved uses, the company spokesperson said.
issues, including whether he helped a company that hired his
brother as a lobbyist.

Complete the sentences with expressions from B opposite.

1 His lawyers have argued that the transactions were completely above .

and approved by the other directors.

2 The code of professional conduct requires directors to act with
, and to accept that failure to comply carries the threat

of fines.
3 it faces the most serious charges of .

and

yet brought against a big

accountancy firm, with claims that it dellberately concealed ewdence of fraud.

4 We are totally

about the methods that we use, so it would be hard for

us to hide the fact if we were not giving the correct numbers in our findings.

5 The city’s officials ought to be held far more
what they spend and how.

than they are today for

Match the ideas (1-5) in the article with the points (a-c) in C opposite.

CSR: MORE THAN PUBLIC RELATIONS

(1) Global greenhouse gas emissions continue
to rise. (2) Disease wreaks havoc across entire

continents. A host of seeminglyintractableissues
confrontgovernments around the world, who are
sometimes unable to effect positive changes. With
the emergence of companies as some of the most
powerfulinstitutions for innovation and social
change, more (3) shareholders, requlators, customers
and corporate partners are increasingly interested

in understanding the impact of these organizations’
regular-activities upon the community:and its natural
resources. With'the world’s largest 800 nion-financial
companies accounting for as much'economic

output as the world’s poorest 144 countries, the

importance of these organizations in addressing

(4) trade imbalances and income inequality is key.

In public opinion surveys, consumers admit they
prefer to buy products and services from companies
they feel are socially responsible (72 per cent)

and that they sell the shares of companies that

are not (27 per cent). Challenging the notion that
companies’ only responsibility is to make a profit,
executives are increasingly seeking ways to combine
(5) economic gain with social well-being in ways
that will produce more customer loyalty, better
relationships with regulators, and many other
advantages. CSR practices may, in fact, prove pivotal
to the success of a company.

Think of a particular ethical issue that concerns you. Write a letter to a company asking what its policy

is on this issue.
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Social reportin

Social reporting

In recent years, tusinesses have been increasingly aware of
theimportance of social and environmentalissues for their
reputation. There has been a trend towards commissioning
social audits relating to their social performance - these
audits evaluate the effect of their behaviour in relation to
their employees and to society as a whole. A new dimension
in this is companies’ attitudes to the now urgent issue of
climate change.

Social audits are part of social reporting - when a company
regularly gives information about the social impact of its
activities - and supporters say that it is as important as
financial reporting. They say that it provides important
information for all of a company’s stakeholders. This is part
of the wider picture of stakeholder theory - the idea that
companies have responsibilities not only to employees,
customers and shareholders, but to all members of society
affected by their activities.

Critics say that a social audit may just be a public relations
exercise, with no real benefits.

Word combinations with ‘social’
Here are some frequent word combinations with ‘social’:

issues areas of concern, such as unemployment, poverty, etc.
justice the idea that people should be treated fairly and equitably
social programmes actions by a government to reduce poverty, unemployment, etc.
T when comparies are concerned about the consequences of their
responsibility s .
activities on the community as a whole
welfare when work conditions are good and people are happy
Labour standards

Companies are also increasingly aware of the importance of their suppliers’ reputation. For example,
a lot of clothing manufacturing is done by suppliers in developing countries. Companies in this
industry are particularly open to criticisms about labour exploitation. Some employ sweatshop
labour - underpaid people with terrible working conditions. Another aspect of this is lack of
worker representation, for example in workplaces where trade unions (see Unit 5) are banned.

But many point to progress by leading companies in this area in improving labour standards - for
example, ensuring that their suppliers are paying their workers fairly, that they have a good health
and safety record, with low levels of illness and accidents, and so on. Companies and their suppliers
also do not use child labour - they ensure that workers are above the legal minimum age. They
know that, increasingly, they have to be seen to be socially responsible.

However, critics say that companies with lower profiles may not be observing these standards.
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Complete these extracts with expressions from A opposite.

1 The management has to be aware of its wider responsibilities to the community, not just
employees and shareholders, when presenting new proposals. This is sometimes called

2 There is arisk that companies in industries that are more renowned for polluting and exploiting
than caring and sharing could adopt and use it to highlight their more
ethical activities, purely as a :

3 The investment fund Jupiter says it W|ll operate a best in class approach, allowing investment in
any UK company that has a good record of within its peer group.

4 Auditors should also be required to report to a wider interest group than just the shareholders.
These . R . _.could include bankers, customers and suppliers, potential
shareholders, employees and even government departments.

5 Agroup of experts looking at how company law operates is already considering whether
companies should be forced to publish annual , giving details of their
social and environmental policies.

Complete these sentences with expressions from B opposite.

1 The Social Venture Network applies capital to enterprises that reduce poverty and advance social
} . (2 expressions)
2 Organlzatlons have benefited by adopting strategic approaches to environmental and social

3 Different individual self-interests can have a negative effect on corporate profits and hence reduce
overall social
4 The federal government is facmg a harder time obtaining resources to fund social

5 Toyota is seen by many as the automaker most successful in creating an image of environmental
sensitivity and social

Match these expressions from C opposite with the newspaper headlines.

a worker representation ¢ health and safety record
b child labour d sweatshop labour

1 Underage children found workmg in clothmg factory

2 PLANT'S UNION REPRESENTATIVES SACKED

3 Workers get 25 US cents an hour for 12 hour day in gnm condmons

Factory accndents 30 per cent above natlonal average

Find outabout social responsibility issues in a company that you are interested in. J
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Green issues

Environmental damage

For over 40 years, governments in many developed countries have imposed stringent - strict -
environmental regulation to combat environmental pollution - damage to the land, sea, etc.
caused by industry. For example, companies shoulc not pollute the air with toxic emissions from
chimneys or with effluent - toxic liquids that they discharge into rivers or the sea. They should
dispose of waste in acceptable ways.

Critics who say that manufacturing is often moved to countries with less strict regulations complain
that pollution is being exported.

Nuclear power plants are required to monitor levels cf radioactivity - a form of energy that can
harm humans, animals, etc. - but critics say that even minimum levels of radioactivity are
unacceptable. And some pollutants are carcinogenic - they cause cancer. The nuclear energy
debate has now been reactivated in the context of climate change. Supporters of nuclear power say
that it can help to combat global warming.

Eco-friendly products

Deep-sea fishing has to be done in a way that maintains fish stocks and avoids overfishing.
Agricultural products should be produced in ways that can be continued and that avoid
overfarming.

Ideally, those engaged in logging that causes deforestation should
have an incentive to maintain future timber stocks through
reafforestation.

BrE: reafforestation

Another aspect of sustainability is
renewable resources, including
alternative energy sources such as
wind power, solar power from the
sun and tidal power from the natural
rises and falls in sea level. These are
together known as renewables.

These are some of the
environmental or green issues that
governments and companies are
facing. Companies may say that their
products and activities are eco-
friendly. (Eco- is used in many other
combinations to refer to the
environment.)

All this is part of the idea that businesses should be run in ways that are sustainable - in ways that
maintain the resources that they rely on. Companies may say, for example, that their products come
from sustainable forests or their seafood from sustainable fishing methods.

Some companies produce reports on these issues that give a more favcurable impression than is
justified by the facts. This is called greenwash by critics.

For more on sustainability, see Unit 59.

Recycling

Products should be made of materials that are recyclable - reusable in new products. The European
Union, for example, has regulations about the proportion or percentage content of products and
packaging that must be reused and recycled. Household and industrial waste should also be
recycled. Some companies, for example, are recycling their products by reusing parts in new products
(see Unit 31). All this is part of the wider picture of corporate social responsibility (see Unit 49).
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Complete the table with words from A, B and C opposite.

Noun | Verb Adjective

carcinogen -

discharge -

disposal e — e

environment -

; polluting

recycling S 5

Use correct forms from the table in 51.1 above to complete the sentences.

1 Environmental requirements will force the county to remove from waste water
that is discharged into the Santa Cruz River.
2 Of the billions of empty water bottles that are thrown away each year, only a small proportion are

3 The EU’s Waste Electrical and Electronic Equipment Directive makes manufacturers responsible
for the collectionand ... _..of electronic products.

4 Theintroduction of stringent rules and heavy fines has led to less waste being
into the sea.

5 The Food and Drug Administration continues to find traces of . .. . chemicalsin
imported fish.

Complete these extracts with appropriate forms of expressions from B and C opposite.

1 Illegal .............c.o.cc ... around the world robs US companies of millions of dollars

a year in lost sales, according to a study by the American Forest & Paper Association.

g Haiti has begun importing wood directly from Delaware because extreme ... .. . ... .
has eliminated 95 per cent of its trees.

3 IEEne .in deep waters is putting at risk the least
sustainable of all fish stocks — their numbers are declining rapidly.

& The Chinese government has set itself ambitious targets for producing a
significant proportion of its energy needs from ... sources.

5

Critics call the ads ... ... R , a thin attempt to make
companies’ activities more eco-conscious than they are.

What stepshave been taken in your areato help the environment? What else should be done? J
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52 climate change

112

Global warming

Since the beginning of the industrial revolution about 250 years ago, emissions from the burning of
fossil fuels such as oil and coal have led to increasing amounts of carbon dioxide and other
greenhouse gases in the atmosphere. This greenhouse effect has led to global warming - an
increase in temperatures around the world. Experts predict serious consequences if this continues,
with, among other things, storms and rising sea levels causing floods, and droughts - periods of
low or no rainfall. This in turn will lead to severe effects on infrastructure - transport,
communication, etc. - with large numbers of people forced to move away from affectad areas.

Carbon management

Individuals and companies are increasingly aware of their carbon footprint - the amount of carbon
dioxide that their activities produce - and take measures to reduce it. Governments talk about the
need to reduce carbon levels and have signed climate treaties - international agrezments - that
oblige countries to take measures to reduce the amount of carbon that they emit. The first of these
was the Kyoto Protocol of 1997, designed to put the United Nations Climate Change Convention
into effect. Change has been slow, however, and in 2014 the UN Intergovernmeantal Panel on Climate
Change forecast that by 2100 global temperatures would increase by between about 3 and 5
degrees Celsius.

Carbon trading

The maximum amount of carbon that a company is allowed to produce is capped - limited to a
particular level. With carbon trading, a company can emit more than this by buying carbon credits
from another company that emits less than the permitted amount. These credits can be traded -
bought and sold.

With carbon offsets, the carbon dioxide produced by a company’s activities or products can be
offset - compensated for elsewhere. For example, a car company can arrange for trees to be planted
to absorb the equivalent amount of carbon that its cars produce. If by doing this the amount of
carbon produced does not increase, the company can claim that its activities are carbon-neutral.

Carbon capture

Some scientists say that the above measures will not be enough to reverse climate change. They say
that the greenhouse gases already in the atmosphere need to be removed from it, for example by
capturing it and storing it underground. This is carbon capture or carbon sequestration.
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52.2

52.3

Complete the article, using expressions from A opposite. Use some expressions more than once.

NATIONS MUST "ACT NOW" ON CLIMATE CHANGE

Countries must begin adapting to the effects of climate change as a matter

of urgency or face serious effects from (1) ., a
leading industry group warned on Thursday. Water and sewage infrastructure,
the electricity network and transport were all at risk from the effects of

(2) .. gases, including droughts, floods and severe

3) ... W= , said the Institution of Mechanical Engineers, an
1ntemat10nal body for the engmeenng industry. It urged governments around
the world to face up to the challenge of adapting to the effects of climate change,
rather than putting all their efforts into cutting (4) ... ... .. ...

Environmental groups have been reluctant in the past to support the cause
of adaptation in developed countries, out of concern that it would be seen as
a fallback option that would remove the need for them to cut greenhouse gas
(5) .. ] . But they have supported allocating funds from
rich countnes to the developing world in order to help poor countries to adapt to
climate change, which they otherwise would not have the funds to do.

(6) that is in use today is likely still to be in use many
decades from now, the IMechE pointed out, and so it is important for companies
developing such(7) ... today to build the probable effects

of climate change into their plans.

Relate the underlined words to nouns in B, C and D opposite.
1 I’'mtrying to reduce mine by taking the train more and flying less.

2 They are already much higher than predicted ten years ago.
3 Critics say that these agreements are useless while coal is still being used as a fuel.
4 This is very expensive, but removing carbon from the atmosphere can be done.
(2 expressions)
5 It needed to be replaced by a stricter agreement, limiting emissions even further.

6 Land Rover has a scheme for these, whereby the emissions during a car’s first 40,000 miles are
compensated for by projects reducing the use of burning wood as fuelin East Africa.

7 Companies can trade these so that some companies emit more carbon dioxide and some less, but
the overall level is the same.

Use appropriate forms of verbs from B, C and D opposite to complete these sentences.

1 Engineersarenow ableto.. .. ... .. ... .carbondioxide and storeitunderground.
2 Companiescan .................... theiremissions by commissioningactivities that reduce carbon
emissions elsewhere.
3 Carbon dioxide can be from the atmosphere by plants.
4 Governments can legally limit the amount of carbon a company can .. o by
..... it
5 Carbon credlts canbe. .. . .. ... .. betweencompanies.
I What steps have you taken, or might you take, to reduce your carbon footprint? J
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Board organization

Corporate governance is the way a company is
organized and managed at the highest level. This
can have a criticalinfluence on the company’s
performance.

A company’s board of directors or corporate
board includes the following board members:

@8 executive directors, the chief executive
officer (CEO) and other senior managers
such as the finance director.

@ non-executive directors, non-execs or
independent board members - outsiders with relevant management experience who are
invited to sit on the board, bringing their expertise and an external view. Large investors in a
company like pension funds may also have seats on the board so that they can influence how
the company is run.

In some countries such as Germany, there are two boards. Above the management board is a more
senior supervisory board, some of whose members are not shareholders. These boards are a
company’s governance bodies.

Commentators talk about the quality of a company’s stewardship - the way that it is guided,
managed and protected.

In the banking crisis of 2007-9, there were complaints that banks’ board members had not been
active enough in questioning the actions of banks’ CEOs, actions that led to the collapse of their
institutions.

Separation of roles

Another key issue in corporate governance is whether the most senior job in a company should be
split into twe or not. Should the roles of chairman or chairwoman and chief executive officer be
held by one person, or should there be a separation of roles?

Some people say that these two functions should be separated in order to avoid concentrating too
much power in one person’s hands. Supporters of combining the two roles, however, say that this
gives the company stronger leadership.

Rewards for success (and failure)

Executive pay - o7, more formally, executive remuneration or compensation - has become an
increasingly sensitive issue. Top executives are rewarded for success in the form of high salaries and
share options (BrE) or stock options (AmE) - the chance to buy shares in the company cheaply.
Executives say in their defence that share options are one of the incentives that can make them
perform better. Company boards may appoint a remuneration committee to make decisions in this
area. Remuneration consultants are brought in to advise on remuneration packages for senior
managers.

Executives may also be seen as being ‘rewarded’ for failure, with high payouts or payoffs when they
leave the company following poor performance.

And there is increasing anger about the senior managers of banks receiving bonuses - extra
payments - when their institutions have had to be bailed out - rescued - by governments.

Following the banking crisis of 2007-9, senior bankers especially have been described, informally, as
fat cats, implying that they do not deserve their continued high salaries and bonuses following the
damage they have done to the institutions that they lead.
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53.2

53.3

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

1

Under Terry Semel’s ..., Yahoo increased its revenue ninefold and more
than tripled the number of employees to 12,000.

It’s obligatory for corporations in Germany to separate .. into a,

more senior, board (Aufsichtsrat) and a

board (Vorstand), with the requirement that a third of the members of the
_are not shareholders.
The reform of the corporate has three aims: the emphasis on
(non-executive directors); the focus on evaluating the activity of all
board members and the drive to separate the functions of chairman and CEO.

Complete the table with words from C opposite.

remunerate
compensate
reward
incentivize
pay out
pay off
bailout

Now replace the underlined
expressions in the sentences
with appropriate forms of
expressions from the table in
53.2 above.

1

In these, such as the onesin

2008, governments have to

lend vast amounts of money

to the banks to prevent them

from collapsing.

The average CEO in the US

is now paid 500 times more

than the average employee,

so this is very controversial.

(2 expressions)

Everyone agrees that

executives should have these as motivation to produce good results, but when they are given
bonuses just for average performance, there is anger.

There is also anger when executives leave their organizations following poor performance, but
they receive huge ones even so. (2 expressions)

What are the governance bodies of your company or one that you would like to work for? J
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54 Ethical investment

Activist shareholders

The biggest shareholders in many companies are institutional investors such as investment funds
- funds that group together the money of many different investors. There has been criticism that
institutional investors are not active enough in the companies that they invest in - for example,
when they do not vote at shareholders’ meetings.

And in the banking crisis of 2007-9, there was criticism that shareholders had not challenged the
decisions being made by the banks’ executives. Critics say that good corporate governance (see
Unit 53) requires activist shareholders who take a more active role in the way that the companies
that they invest in are run.

Controversial products
George Unwin is a fund manager for an ethical investment fund:

‘People and organizations who put their money into our fund want us to invest it in ethical ways.
We want to avoid companies that have a bad record on social and environmental issues.

We particularly want to avoid certain sectors: tobacco, arms manufacturers, nuclear power or
uranium producers. So we put our clients’ moneyinzo funds that do not invest in these activities.

‘In selecting companies to invest in, we look closely at how they are managed. We are particularly
interested in issues of corporate governance. We believe that well-managed companies are more
profitable to invest in. As ever, transparency and accountability (see Unit 4¢) are key

Socially responsible investment

There is more and more relevant information about ethically run companies that people can put
their money into. In the UK, FTSE4Good is an index of ethically managed companies. In the US,
there are the Dow Jones Sustainability indexes:

@ DJSI World - containing the shares of 300 companies from 23 countries that lead their
industries in terms of sustainability

®m DJSI Stoxx - 180 companies from 14 Europezan countries

Sustainability is the idea that businesses should be run not for short-term profit, but in a way that
takes account of the long-term interests of society and the environment. (For more on this, see Units
51 and 59.) DJSI defines corporate sustainability in these terms:

a ‘Strategy: integrating long-term economic, environmental and social aspects in their business
strategies while maintaining global competitiveness and brand reputation.

b Financial: meeting shareholders’ demands for sound financial returns, long-term economic
growth, open communication and transparent financial accounting.

¢ Customer and Product: fostering loyalty by investing in customer-relationship management, and
product and service innovation that focuses on technologies and systems, which use financial,
natural and social resourcesin an efficient, effective and economic manner over the long term.

d Governance and Stakeholder: setting the highest standards of corporate governance and
stakeholder engagement, including corporate codes of conduct and public reporting.

e Human: managing human resources to maintain workforce capabilities and employee satisfaction
through best-in-class organizational learning and knowledge-management practices and
remuneration and benefit programs.’

The FTSE4Good and DJSI indexes give the overall value of the share prices of the ethical firms, and
we can compare the performance of individual firms against them.

This is part of the movement towards socially responsible investment (SRI).



54.1

54.2

54.3

54.4

Look at A and B opposite. What are these things examples of?

1 A company that gives full details of its directors’ pay, benefits and pension arrangements, giving
information in its annual report beyond what is required by law.

2 Afund that promises not to invest in companies that make weapons.

3 Anoil company that says it will take full responsibility for the environmental consequences of its
production activities.

4 Pension funds and insurance companies that invest on the stock market and elsewhere.

5 A company that has a board structure that follows best practice in this area.

6 People who own shares in a company and want to prevent the company operating in a country
whose government they disapprove of.

Complete the table with words from B and C opposite.

Noun i Adjective ’ Adverb
ethics ethically
transparent l transparently

accountable -

sustainable sustainably

Now complete the sentences with appropriate expressions from 54.2 above.

1 Does the chief financial officer provide .. . real-time information for internal decision-
making and for governance purposes?

2 The present-day idea that the corporation is to outside shareholders was unknown
in the nineteenth century.

3 Asda has committed itself to supplyingonly .. ... ... . . caughtfish.

4 Sales managers may influence salespersons to behave moreorless ... .. toward their
clients.

5 Shell views opennessand .................. as an essential part of the long-term energy solution for
the global business environment.

6 Toyota mapped out the company’s strategy for ... ... growth in the 21st century. It

included balancing the needs of people, society, the economy and the global environment.

Match what these executives say (1-5) with the points (a-e) in C opposite.

1 Wehave taken steps to evaluate the effectiveness of our employee training programme.

2 With the latest software, we can anticipate what our customers are going to require from us six
months from now.

3 Wereally have to take account of the long-term environmental impact of our activities.

4 We follow all the latest recommendations on structuring our board of directors in the most
responsible and effective way.

5

Our profits and growth exceed our competitors’ performance.

‘The only responsibility of companies is to make a profit’ What do you think?
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Globalization |

n Paths to prosperity

118

In terms of economic development, the world is
divided into:

®@ therichindustrialized countries or advanced
economies of the West. (The West is taken to
include countries such as Japan and Australia.)

@ the developing countries or less-developed
countries {LDCs) at various stages of
industrialization - they are newly
industrialized countries (NICs). Some of these
are middle-income countries. Arnd some, such as
the Asian tigers - fast-growing economies in SE
Asia like Taiwan and Singapore - are reaching
Western lavels of wealth and prosperity. The BRIC countries - Brazil, Russia, India, China -
have also Eeen quickly increasing their income per head - the money earned and the wealth
possessed by each person.

@ countries with rural economies - based on agriculturs - and very little industry, where mest
people are very poor. These are sometimes referred to as the Third World.

People who wart to emphasize the difference between the industrialized and the less-developed
countries of the world often refer to the North and the South.

GDP and GNI

The prosperity of a country is measured in terms of GDP (Gross Domestic Product), which is the
value of its economic output - all the goods and services produced there in a year. GDP per capita
is the total output of a particular country divided by the number of people living there.

High national income can mean high living standards - high levels of wealth for people. This
depends on the income distribution of particular countries - the way that money is divided among
the people of a cauntry.

Prosperity can also be measurzad in terms of GNI (Gross National Income). This includes money
cominginto a country from investments abroad, minus monsy leaving the country to go to investers
from abroad. This is the new name for what used to be called GNP (Gross National Product).

Globalizing trends

Globalization is the tendency for the global economy to furiction as one unit, with increasing
interdependence between different parts of the world - what happens in one place affects what
happens in another.

These are some of the factors that are driving globalization. Its supporters say that growth and
prosperity will continue to spread thanks to:

@ free movement of capital - money for investment can be easily moved around the world

@ trade liberalization or free trade - obstacies to intemational trade are gradually being
removed

@ shipping costs that are ever-declining thanks to the efficiency of containerization
@ telecommunications and computing costs that have falien dramatically

But the credit crunch (see Unit 48) of 2007-9 strengthened criticism of globalization, with some
politicians wanting to protect particular companies from foreign competition, for example with
tariffs - taxes on imported goods. This is protectionism.
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55.1 Complete the crossword with the correct form of words from A and B opposite.

55.2

Across

4 levels of material comfort: living ...

9 Advanced economiesare ... .

very poor countries considered together (5, 5)

- (9)

where most activity happens outside towns:
_economies (5)

e (14)

10 poorer countries considered together:

the ........(5)

14 all goods and services produced in a particular

16

18

Match these sentences with expressions in C opposite.

period (8, 6)

rich countries considered together, even if they
are not all located there: the . ... ..(4)

and 15 down . e COUNLriES Are
between the rich and the poor ones. (6, 6)

Down
1land 5 old name for GNI (5, 8, 7)

3

6
8

11

12

17

how money is divided between
people:income... ... (12)

wealth (10)

abbreviation for gross national
product (3)

Singapore, Taiwan and others: Asian
e (6)

the ‘L’ of LDC (4)

rich countries considered as a group:
thel eae ()

abbreviation for gross national
income (3)

1 Thecharge for transporting a whole container of goods across the Pacific can be as little

2

3
4
5
6

as $50.

The cost of a three-minute phone call from London to New York in 1930 was £200 in today’s

money. The same call costs much less than £1 today.

There are no taxes on goods traded within the European Union.
We can invest in many Asian countries and bring back our profits without penalty.

We should impose special taxes on foreign-made steel.

The US imports more than it exports, much of it from China, and China buys American debt.

Can the level of development of a country be measured by GDP alone? If not, what other factors

should be taken into account?
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Investment and debt

Direct investment

Foreign direct investment (FDI) is when companies put money into investment projects in other
countries. With free cross-border capital flows, they can repatriate their profits to their own
country, or withdraw their investment altogether.

There is debate about whether governments should try to limit capital flows - inflows and
outflows - with capital controls or.whether they should follow the global trend towards
liberalization.

Some economists say that too much liberalization of capital flows leads to instability in a country’s
economy, with foreign exchange crises which lead to devaluation - its currency becomes worth
less in terms of others. For example, some say that China’s growth has benefited from the fact that
its currency is not freely convertible. This lack of convertibility prevents the capital outflows that
some other Asian economies have suffered from at various times.

Borrowing

The International Monetary Fund (IMF)
and the World Bank play an important
role in the development of less-
developed countries. A main function of
the World Bank is to lend money to
countries so that they can obtain the
conditions for economic growth. For
example, the World Bank sponsors
infrastructure projects - road building,
water supply systems, etc. and projects
in health, education and agriculture.

But developing countries may build up

unsustainable levels of debt and An infrastructure project - ditch-digging

be unable to repay these debts. The IMF

has debt reduction programmes for Heavily Indebted Poor Countries (HIPCs) that will reduce the
amount of money that they owe. The IMF also contributes to work on the Sustainable Development
Goals (SDGs) - specific targets relating to poverty reduction and the stimulation of growth in
poorer countries.

Word combinations with ‘debt’
Here are some frequent combinations with ‘debt’:

" load/ an amount of debt owed by a company, country, etc. seen as a problem
burden
service making repayments on a debt

| debt rescheduling  when lenders agree for a debt to be repaid at a different time

restructuring  when lenders agree for a debt to be repaid in a different way

when lenders agree that debts do not have to be repaid in full, or can
be repaid later than originally agreed

forgiveness when lenders agree that debts do not need to be repaid

relief

rescheduling is more frequent than debt restructuring.

Debt load is more frequent than debt burden, and debt @}
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56.1

56.2

56.3

Complete the sentences with expressions from A opposite.

1

China remains the largest recipient of among developing economies.
But after a decade when heavy from abroad were credited with
bringing the country out of poverty, that investment is levelling off.

were imposed as an obstacle to foreign investment in the country.
There has been a of the Liberian dollar since last year. One US dollar
used to be worth 35 Liberian dollars but is now worth 60 Liberian dollars.
Almost everywhere we see a lowering of barriers to the international transfer of capital,
goods, services, culture and information. The prevailing trend almost everywhere is towards

Investors should keep in mind the political and economic . in many
emerging markets.

Replace the underlined expressions below with expressions from B opposite.

1

It demands both economic

growth and specific anti-poverty

policies.

Critics say that the country’s

social welfare policies will be

impossible to continue if oil

prices fall.

Among the government’s plans

are a $2 billion plan to expand

subway services in major cities.

The government has shifted the

emphasis of policy from the

control of inflation to making

the economy bigger.

Despite all the promises made

by rich nations, these countries

are still suffering under the

burden of unpayable debts.

When we worked on these

objectives ten years ago, clean water was one of the goals.
These institutions spread particular economic policies around the world, usually in exchange for a
badly needed loan, or a condition attached to a loan.

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

1 Those with the heaviest debt D a rescheduling agreement with its 225 creditor banks.
2 Maryland aims to keep debt D b burden got the worst interest rates, sometimes
3 The airline has said a successful more than twice as high as other borrowers.

4 The company is negotiating a debt-

debt service to no more than 8 per cent of the state’s tax.

restructuring would prevent it from going bankrupt.

OO

5 Celebrities have taken up the cards alone, peaked at around $40,000.
cause: Bono campaigns for debt relief and Angelina Jolie puts African hunger on
6 The couple’s debt load, on credit MTV.
Over to
Should the debt of developing countries be completely forgiven? Why? / Why not? 5
= ="
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Dismantling the barriers
Free trade areas or blocs such as

= the EEA (European Economic Area) -
containing the European Union plus
some other countries

® NAFTA (North American Free Trade
Area) - Canada, US and Mexico

= GAFTA (Greater Arab Free Trade Area)

@ Mercosur - a grouping of South
American countries

have dismantled - abolished - trade barriers between their member countries, or moved towards
dismantling them. These barriers include:

® tariffs - taxes on imported goods
B quotas - limits on the number of goods that can be imported

Supporters of free trade believe that there is increased prosperity for all if goods and services can be
freely bought and sold all around the world. The World Trade Organization (WTO) is working to
remove or dismantle trade barriers and to resolve trade disputes - disagreements about trade.

However, countries of the North have yet to open up their markets fully to agricultural goods from
the South. WTO negotiations are permanantly ongoing. The latest stage of negotiations is referred to
as the Doha round, after the Gulf city in Qatar where they began in 2001.

Protected industries

American steel executives complain that they have higher costs than many other steel-producing
countries and that they can’t compete with taeir prices. They say that some countries are dumping
their steel - selling it for less than it costs to produce. So they asked the government to impose tariffs
on imported steel.

But steel producers in other countries feel that the US is engaging in unfair trade practices; from
their point of view it’s protectionism. Thay say that they believe in free trade, and that they should
be allowed to compete in an open world market for steel.

And even within free trade areas, during the economic crisis of 2007-9 there were calls by some
politicians for companies to repatriate production to their home countries in order to qualify for
financial assistance from the government.

Fair trade
Claire Longdon is a consumer in Britain:

‘I believe in fair trade. When I buy products, especially
commodities like coffee or bananas, | look for the Fairtrade
mark. The Fairtrade organizaticn makes sure that producers and
growers, often smallholders - small farmers - are paid a fair
price, not just the market price, which can be catastrophically low.
Producers are encouraged to form co-operatives - organizations
jointly owned by them - in order to sell their product without
going through the usual middlemen - wholesalers.

‘Prices can fall dramatically when there is overproduction around the world, causing a glutin a
particular commodity, but Fairtrade guarantees prices paid to producers.’
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57.2

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

1

US and EU business leaders now need to focus on removing ... ... . . between
the two blocs rather than aim to create a single ..... ....area,

He said raising prices by increasing ... =. At .on Japanese luxury cars would give
Detroit’s Big Three automakers an excuse to increase thelr own luxury car prices.

The BRIC economies have been growing and . . their markets. They offer

many new opportunities.

The European Union warned that South Korea should open up its car market, accusing the country
of . .

Ifthe Commerce Department rules that Mexico is . tomatoes, consumers
can expect higher tomato prices because the US wnll impose. . ......................onthem,

limiting the numbers that can be imported.

Look at C opposite. Then read the article and decide if the statements below are true or false.

Smallholders are too often overlooked by These are the most innovative farmers | have
companies and policymakers alike, but they ever met - constantly researching new ways to
could hold the key to helping solve the food improve productivity, such as making organic

crisis and tackling poverty. Just 20 years ago, compost, or to add value, such as roasting at a
Rwanda was utterly devastated. They are now village level, using traditional techniques. And

rebuilding their economy, with organized they have sparked an economic revival that sees

smallholders at its heart. Just 20 years ago, Maraba now among the more prosperous villages

Maraba village was one of the country’s in Rwanda, as evidenced by the bustling bank and

poorest; their low-quality coffee was sold choice of hairdressing salons, while the farmers

straight off the bushes to passing middlemen.  are now building and running a nursery school.
Today, the Maraba farmers have organized It is an economic revival that, with the right ]

themselves into a Fairtrade-certified support, smallholders could lead worldwide.

cooperative, have four washing stations (the Some 450 million smallholder farming households

first stage in processing coffee), have trained cultivate two hectares or less, and with their

the first generation of cuppers, or tasters, families they make up a third of all humanity.

who are constantly improving quality, and Increasing their incomes will therefore be vital

are commanding record premiums for their to improving the incomes of the poor. Indeed,

prize-winning beans. They are roasting and because smallholders tend to spend more income

selling their coffee all over Rwanda as well as on local goods and services, they could be the

exporting it through Union Handroasted to impetus that stimulates virtuous economic circles

UK shop shelves. in local economies. [

1 Rwandan smallholders have only recently started growing coffee.

2 They have started selling their produce abroad as well as across Rwanda.

3 They have improved the quality of what they grow.

4 They have not always been prosperous in relation to others in Rwanda, but now they are.

5 Smallholders around the world, and their families, represent one-third of everyone alive today.

Do you / Would you buy Fairtrade products? Why? / Why not? J
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International aid

Humanitarian aid

When there are extreme situations, aid agencies such as Oxfam or Médecins sans Frontiéres play an
important role. These situations include: war; natural disasters such as earthquakes, floods,
epidemics - widespread disease; and famine - when people do not haveenough to eat, far example
following crop failure, when crops are not produced as usual. Emergency relief is provided in the
form of supplies, medical assistance, and so on. This is part of humanitarian aid.

Aid agencies are NGOs (non-government organizations) even if in some cases they are totally or
partially funded by governments.

Development aid

Aid agencies also contribute to economic development through specific development projects.
These projects may use intermediate technology - equipment and machinery suited to local
conditions that local people can operate and maintain.

Some of these projects are designed to improve infrastructure - a country’s water supplies,
roads, etc.

Some provide seed money for small businesses - the money they need to start up - until they
become viable and able to develop by themselves.

This is development aid, referred to technically as official development assistance (ODA).

The aims of aid

Development aid often also comes from donor countries. Some countries are more generous than
others, giving a higher proportion of their national wealth. The places to which aid is sent and the
uses to which it is put are influenced by pressure groups such as the NGOs mentioned above.

Governments receiving aid are recipients. Some donors give tied aid - they require the recipients to
use the money to purchase equipment, etc. from them.

Many would say that the purpose of aid is poverty reduction. But there is a lot of discussion about
how this can be achieved. Some experts say that the best use of aid is to invest in projects that
contribute to economic development.
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58.1 Complete the sentences with expressions from A and B opposite.

1

2

International ... ... ... havepromisedabout $600 million to help earthquake
victims survive the winter.

Any opportunity to prepare for the effects of extreme changes in climate can help nations prevent
heavy rains from becoming floods, a drought from becominga ... ... ,andan
outbreak of disease from becoming an .

Insurance companies have tradltlonally offered pollaes to farmers coverlng catastrophic weather
and resulting major..

Emergency ... @ too often arrives in the wrong quantity at the wrong
time, floodlng in when no adequate channels exist to allocate it.

The squadron has a mission to provide .. ... .. . _...aid in developing nations, as
well as help with disaster relief.

Trickle Up is an organization that provides ... . . .. to people in developing
nations who want to start small businesses.

Natural . ARl , such as the cyclone and flooding that hit Bangladesh

recently, W|ped out many people s stocks of food.

58.2 Match the newspaper headlines (1-7) with a word or expression from B or C opposite.

—

New online tracking system in Ethiopia ﬁ&po( seﬁwwmﬁ

links coffee makers to markets iy revo zhsiﬂ'e in

III'I[II I I [Ii”

Sri Lankan women'’s group to start
textile factory thanks to long-term loan

Mobile phone use in Latin America
doubles in three years

Angoia to rece:ve caah
from Italy to &verlop
telecmnunmaﬁﬁm. using

Itali i AN

Can a country exist on humanitarian aid alone? Why? / Why not? J
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Sustainability

Sustainability is the idea that the economy should be organized in ways that can be continued
without causing irreversible environmental damage, depletion of natural resources, etc.
Businesses and economies should be run not for short-term profit, but in a way that takes account
of the long-term interests of society and the environment, for example by not contributing to
factors thatcause climate change.

Developing countries are trying to attain the living standards of the industrialized world. Some
experts warn that, in addition to the dangers of global warming, the world’s natural resources are
not sufficient for such large-scale economic development there.

Othersarguethat renewable, non-polluting energy sources such as wind power, solar power and tidal
power will allow further economic growth without causing damage to the environment {see Unit 51).

Word combinations with ‘sustainable’

agriculture [ farming

livelihoods

forestry

sustainable { tourism

fisheries / seafood

energy

transport

Sustainable development goals

The United Nations Sustainable Development Goals (SDGs) relate to areas such as the ending of
poverty, the target of zero hunger, the provision of health and well-being for all and so on. There
are social goals such as gender equality - equal rights for men and women. They also relate to the
wider goal of sustainable economic growth worldwide. There is much discussion of how this
growth can be achieved, and the place of development aid (Unit 58) in this growth.
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59.1

59.2

59.3

Match these issues from A opposite with the newspaper headlines. Match some headlines with more
than one issue.

depletion of natural resources environmental damage sustainability
short-term profit renewable energy
1 SAHARA SOLAR PANEL HOPES i s SHAREHOLDERS LOOK AT §
R ——— aamy ONE YEAR HORIZON V
2 BOOKS AND NEWSPAPERS ‘DO NOT 4 e
DEPLETE’ FORESTS = CHEMICALS FROM PLANT FOUND IN
e e, " RIVER ‘WILL NEVER DISAPPEAR’

Match the combinations in B opposite to these examples
1 The development of electric cars by Teslaand 5 Prohibiting the taking of certain types of fish

others in the US from the sea in Canada
2 Building wind farms in Denmark 6 Planting crops in Kenya that do not destroy
3 Planting more trees than are cut down in land in the long term

Scotland 7 Lending small amounts of money to business
4 Limiting numbers of visitors to national parks start-ups in Bangladesh

in Costa Rica

Look at A, B and C opposite. Then read the article and decide if the statements are true or false.

056
DESPITE MANY OBSTACLES, THE WORLD IS GETTING BETTER
Johan Norberg explains how development right now is that in many countries these sources of
continues with or without international progress have gained much more room to manoeuvre.
encouragement As a result, farmers can improve their lives and
When we discuss the UN’s new sustainable activities in their own way and on their own terms,
development goals (SDGs), there is widespread with smartphones and better fertiliser, power grids
pessimism. International cooperation is not what it and health clinics, microloans and mobile money. This
used to be, and some leading politicians are actively is often done with the help of aid workers, as long
undermining it. Even so, | am optimistic about as they understand that their role is to strengthen
world development. Economic growth and local communities, not to redesign them.
reforms have more impact on development than Obviously, we need strong international
international targets. The most successful countries cooperation to create a hospitable climate for these
have been the ones that opened up to the global local efforts. We need an open world economy with
economy and spurred growth. Some countries that the freedom to trade, we need an international
made the most progress, like China, did not receive security architecture that guarantees safety and
development aid. Development was homegrown. peace, and we have to deal with global environmental

Despite setbacks, more countries are democratic, problems. But if we manage to get at least the basics

more farmers get ownership titles to land and to sell right in the international arena - granted that this
goods to other countries. Some forms of aid push is a big “if"— I am hopeful that billions of people will
aside local knowledge, initiative and adaptation. On continue to make tomorrow better than today for

the other hand, the reason why the world is improving  themselves, their families and their communities.

1 International cooperation on economic development is not as good as it was.

2 China’s growth was partly due to international aid.

3 All forms of aid are good.

4 Farmers around the world have benefited from developments that are not aid-related.
5 Efforts towards economic development can only be made at an international level.

Are you optimistic or pessimistic about the capacity of the planet for future growth? Willthetype of
economic growth in the developing world described in 59.3 above continue to happen? Give your reasons.
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Intercultural teams

Cultural issues

Culture is the ‘way we do things round here’. ‘Here’ might mean a country, an area, a social class or
an organization such as a company or school. It includes values - things that people think are
important - and beliefs - things that people believe in. Cuttural differences can arise when people
from different cultures work together or do business together, for examplein these areas:

a Hierarchy What is the distance between managers and the people who work for them, and how is
this shown?

b Roles of men and women Are women often found at the highest levels of business and society?
Are there jobs that are traditionally done by each gender? Is there a glass ceiling - a level of
seniority in organizations beyond which women rarely go?

¢ Conversation and discussion What is the system of deference - showing respect - in
communicating with more senior colleagues? How do people behave in different settings -
formal, informal, social situations, etc.? What is their attitude to turn-taking - interrupting other
people or letting them finish? How tolerant are they of silence? What is their attitude to proximity
- how close people stand together? What kind of gestures and body language do they use? How
much contact - handshakes, kissing - is there?

d Attitudes to tasks Are people task-oriented - focusing on the task at hand? Or are they
relationship-oriented - focusing on the people that they are working with?

e Attitudes to time - planning, punctuality, the working day/week/year, meals and breaks, leisure
time - weekends, holidays, etc.

f Relation of work and private life What forms of hospitality are shown to customers/clients? Do
businesspeopleinvite colleagues and contacts to theirhomes, or is everything done in the office,
restaurants, etc.?

International teams

A global car company has brought together some of its best engineers for a year at its research
centre in Germany to work on a project developing a new electric car. Some are native English
speakers, others not. Different cultures can have different interpretations of the same behaviour.

| positive interpretations Negative interpretations

Adnan alwaysrefers to head office follows procedures not independent, bureaucratic,

before making a decision. rigid

Nadine calls the team leader ‘sir. deferential, respectful of kowtows to authority - is too
seniority respectful of it

Carlos speaks English in a very understandable by non- unnatural, pompous - too formal

formal way. native speakers

Susannah is always doing two multitasker doesn’t concentrate, easily

things at once. distracted

Sergei always leaves by 6 pm. good work-life balance lazy

Mia spends a lot of time at the sociable, congenial time-waster, over-familiar - too

coffee machine chatting. friendly

Lee always says exactly what direct, sincere, efficient tactless, rude, acerbic - very

he thinks. critical in a cruel way

Gina doesn’t always follow flexible, proactive improviser, undisciplined,

procedures. disorganized

Pekka doesn’t say much about modest, doesn’t boast uncommunicative

what he's working on.
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60.1

60.2

Match the points and subpoints in A opposite (a-f) with the organization described below.
The first one has been done as an example.

When a senior manager is talking, junior colleagues do not interrupt. ¢ - deference, turn-taking
Managers and employees all have lunch in the same restaurant.

Clients are invited to karaoke bars until one or two in the morning.

Meetings always start and finish on time.

People are judged on their ability to get the task done.

Women rarely join the board of directors.

Changes in the company’s activities are usually planned two years ahead.

When someone wants to underline a point in a meeting, they might bang on the table.

The office closes in August and everyone goes on holiday.

O oo ~NOO WU WNF

Look at A and B opposite. Then read the two articles and answer the questions.

A major international oil company decided to merge its Belgian and Dutch
operations into a single entity, based in Antwerp, Belgium. However, the Belgian
and Dutch employees of the new company found it difficult to cooperate and,
more seriously still, there were signs of poor communication, lack of trust and

even discord among the two nationalities at the management level. The Belgians
felt they had been taken over by the Dutch; they regarded their Dutch colleagues
as often pompous and rude, and not taking enough account of the need to do
things in Belgium the Belgian way. The Dutch on the other hand found the Belgians
bureaucratic; they always seemed to want to check with the hierarchy before
making decisions; at the same time, they seemed to be always improvising.

1 What did the oil company decide to do?
2 Why would you imagine that this would not be a problem? (This is not specifically mentioned.)
3 Which issues from A and characteristics from B are mentioned in the article?

In one multinational team, some of the greatest difficulties between team members had
everything to do with individual personality differences and very little to do with culture.
it came as a great relief to the team to recognize that “unpleasant” characters exist in
all cultures. Much of the tension generated by some individuals on the team was a result
of their acerbic personal style. However, the team were almost unconsciously trying to
tolerate unacceptable behaviour because they assumed it was culturally driven. Once
the team realized that cultural difference is not an excuse for misbehaving or being
inflexible it was as if a great weight had been removed from their collective shoulders.

4 What type of individual is the article about?
5 Are problems in international teams always related to cultural differences?
6 What was the outcome of knowing the answer to this question?

Select three particular types of behaviour in the left column in B opposite. How would they be
perceived in your organization?
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Intercultural meetings

Meeting preparation

Just after they arrived in Germany, the team (see Unit 60) were to have their first formal meeting
chaired by the team leader, Louise, an American engineer. Before the meeting, she made these
personal notes on the agenda.

'agree the basic rules
2everyone works

3dzcide who will
do what
“irdependence
Sbeing told what to do
ail the time

Cultural preparation
To understand more about how his American boss Louise might run the meeting, Carlos read this
article about business meetings in the US.

Running the meeting
Louise called - told everyone to ccme to - the meeting and said these things to various participants.

a You’re being rude. Could you tone down your comments, please?

b You’re getting off the point. We don’t need to hear about your living arrangements.

¢ OK, now we have your detailed proposals, but we can’t see the wood for the trees - the
proposals are too detailed. o B

d Please give me a yes or no answer. 5 .

e OK Carlos, can we keep the humour for some other time? SmE:humotag

f Let’s keep the ball rolling here. We need to keep going. Please say what you hc ve to say.

g | know I’'m the one in charge, but come out and say what you think!

h tknow it’s not on the agenda, but we need to discuss this now.
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61.1

61.2

61.3

61.4

Look at A opposite. Here are some more notes (a-f) that Louise makes relating to the meeting
agenda. Decide if each one refers to 1) Ground rules for meetings, or 2) Team working

a Team to be encouraged to socialize together once a week in the evening —

~no going home straight after work that evening! .
b People should come to meetings prepared, and with any information that will
be required.
No ‘talking over’ each other — each participant should be allowed to finish.
When working on tasks, don't expect the team leader to provide all the answers.
No making or receiving phone calls or text messages. 1
Team members to undergo three days’ cultural awareness training to avoid
future misunderstandings at work.

-~® 00

Complete the table with words from B opposite.

Noun | Adjective

aggression

confrontation

diplomatic

focused

harmonious

vague

Now match the adjectivesin 61.2 above with their meanings.

1 wanting to protect other people’s feelings 5 describing situations where there is
2 pleasant and friendly argument and disagreement

3 not wasting time 6 angry and hostile

4 not clear

Look at C opposite. Match the different types of behaviour observed by Carlos during the meeting
(1-8) with what the chair of the meeting said in reaction to each one (a-h).

L has great respect for team leader and | 5 came to the meeting with detailed
doesn't say anything unless invited to | proposals — maybe too detailed!
2 keeps silent while others are talking and 6 seems to think that meetings should be
waits several seconds before he responds more like a social event - doesn't keep
- to the point
7
8

communicates in a very direct way,
perhaps over-direct

Imaginethat a visitor from the English-speaking world is coming to your country. Give some tips on
what to expect and how to behave in meetings.
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The right attitude

After six months on the design team in Germany,
Carlos started to look for work elsewhere. He did
this by networking - meeting people from the
same profession at conferences and other
events, including special networking events
designed for this purpose. He found some tips
for events like this, designed with a UK audience
in mind.

a Be visible, proactive and friendly
b Not sure what to talk about?

c Create a dialogue

d Manage the business cards

e Follow up with people e .
f Be aresource el dialogue: BrE and AmE

o) . .
g Be adaptable =3 dialog: AmE only

h Have fun!

Good etiquette

Now look at the some of the notes that Carlos made about the above tips in an international
context.

e Proximity (see Unit 60), eye i
contact, etc. - stand a reasonable
distance from people, but not too
far, and look them in the eye for

e gt AL A (Y e Communicate apprapriately, at the

=} right time, etc. - don’t talk too
e . much, and don’t digress or get off
the point

e Deference (see Unit 60) / Forms of
address - show the right degree of

respect and don’t be over-familiar.
e Be careful with humour - probably

to try to tell jokes at

e Avoid difficult, controversial and !
sensitive subjects, e.g. politics

A

Business cards

In many English-speaking countries, business cards are treated rather
casually. But in Asia, they are important. When someone hands over
their card, take it with both hands, look at it carefully and treat it
with care and respect. Feel free to ask questions (within reason, of
course) about the information on it - it’s good to show interest in this
way, and it will help you to understand the organization that the
person works for. Do not write or make notes on it. Store it in a
specific place. Hand over your card in return, alsc with both hands;
ensure that you always have a supply with you.
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62.1 Match these items of advice (1-8) with the points (a-h) in A opposite.

1 Think about questions such as: ‘What makes you interested in ... ?’, ‘What are you hoping to get
out of the meeting?’ or ‘Do you know any of the other people here?’

2 Not everyone is a natural networker, but we can all learn how to make more meaningful
connections. Set a goal before each event that will keep you focused and interested, like meeting
three new people and learning one interesting thing. And above all, enjoy yourself!

3 Try different ways of staying in touch with the person (phone, email, postcard, lunch, etc). Make
sure that you have something specific to say, based on what you know about them.

4 Make the first move, in a friendly way. Expect to like people and to enjoy the event. If not, people
will sense it and will not connect with you!

5 Keep your business cards in one pocket and the cards you collect in another pocket. Develop a
system for keeping track of the people you want to follow up with (you can carry a pen to make a
quick note on the card, or just tear the corner).

6 Find out what other people value or need most. Put people in your network in touch with each
other. This creates a much stronger positive impression than trying to ‘sell’ yourself. Offer to email
an article or resource you have that may be helpful for them.

7 Don’t lecture. Make the goal in your conversations to connect rather than impress. Ask questions
and find out more about the other person. Remember, you need at least six encounters before
they remember you. Ask permission to stay in touch in a concrete way; suggest a time to call or
send an email.

8 Find out the other person’s communication or thinking style and adapt your own message to it. If
the person likes facts, don’t talk too much about abstract ideas; give them facts and figures.

62.2 Carlos spoke to an older Chinese engineer, Wang Ya, at a networking event in Asia, and later on the
phone. Match what Carlos said (1-6) with the issues in B opposite.

L were getting on to politics. Let’s not go there!

2 Ah, Canton. | was there last year for a conference. And here’s my card.
3 isthisisa good time to call?

*  Shall we move over there? The people next to us are getting too close.
5 There was a Spaniard, an Italian and a Frenchman ...

6

62.3 Look at C opposite. Were each of these actions at the networking event in Asia appropriate or
inappropriate?

1 When Wang Ya handed over his card and Carlos saw that he worked in Canton, he made a
comment about it.

2 Carlos then handed over his card with one hand.

3 Two other people were talking nearby. One handed over his card, and the other (following the
advice in 62.1, point 5 above) tore the corner as a reminder to make contact later.

4 The second person then handed over his card in return; the first person looked at it carefully and
putitin a special pocket in his briefcase.

Give six pieces of advice to someone going to a networking event or making contacts at a trade show
in your country.
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Looking for challenging, intellectually stimulating
development work in renewable energy. Would like to
move into team management.

L SKILLS

Enthusiastic self-starter — can work on projects with minimal supervision

Effective multitasker - good at prioritizing tasks and working on several at once

Experience of working with research teams from a wide range of cultures, with good awareness
of cultural issues - potential to become a team leader of international teams

EXPERIENCE
1999-now Environmental research scientist, Exxon Inc, Torrance, California
[PROFESS|ONAL DEVELOPMENT
March-2608—Future-manmagers-development course - in-house training organized by Exxon
June 2006 One-week course in intercultural training at Lancaster Associates, UK

{QUALIFICATIONS

1998-1999—Master’s degree in Hydrocarbons, University of Vancouver, Canada
Dissertation: “Energy use in low-carbon economies”
1994-1997 Bachelor’s degree in Chemical Engineering, University of Tokyo

LANGUAG 3 Native Japanese speaker, fluent English

w Martial arts, baseball, Japanese cooking
PERSONAL Dual Japanese-Canadian nationality, born Tokyo, 3 April 1976

BrE: CV, curriculum vitae; AmE: résumé, resume

In the English-speaking world, it is becoming increasingly unusual to show marital status or
children on CVs. Older people are sometimes advised not to put their date of birth. Riku above
has put his interests, but showing these is optional. (Do not use ‘hebbtes’) Also, at the top of the
document, do not put CV or Curriculum Vitae, just put your name.

Job enquiry

[ X 1 ]
From: riku76@hotmail.com
Subject: Environmental scientists
Date: 20 March
To: hr@singaporerenewables.sg

Hello. | am writing with reference to the article about renewable energy in last Tuesday's Los Angeles
Times, in which your company was mentioned. The article said that you were looking for environmental
scientists in the field of renewable energy, and | am writing to ask if you have openings for someone with
my background.

As the attached CV relates, | have a Master’s degree in Hydrocarbons, and | have worked for over ten
years for Exxon at their research campus in Torrance, California. 1 would now like to relocate to Asia.

| will be in Thailand next month on vacation and would be available for a discussion any time between
15 and 30 April. | would be happy to fly down to Singapore from Thailand at my own expense. | believe |
have a lot to offer a company such as yours. | have visited your company’s website and like the look of
what you do!

Looking forward to hearing from you.

Best regards

Riku Henderson g How to end emails:
=Bl More formal smmmmses Less formal

Bestregards Regards Best wishes Allthe best Best
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63.1

63.2

Look at the CV in A opposite. Then write one based on this information, using the same headings.

‘Hi, ’'m Ramesh Patel and I really like Bollywood cinema and rock music. | played in a rock band at
university, and we played semi-professionally, but when | graduated after three years, in 2007, from
New York University in Media Studies, | decided to do a Master’s degree in Journalism just in case! |
stayed another year at NYU to do this. The course was great, and we concentrated on broadcast
media - something that | wanted to get into. | wrote a dissertation with the title “A comparative
study of broadcast TV in three English-speaking countries: India, US, Australia”. Anyway, the band
broke up a year after we all graduated, so | was glad | had made the decision to pursue a “proper”
career! | was born in Brooklyn on 19 May, 1986 and grew up there, but my parents were from India.
I’m a US citizen and I'm bilingual, by the way. | started my first job in 2008, working as an assistant to
news reporters on a Hindi-language channel for Star TV, based in Mumbai, but now I’d like to move
on. I’'m good at working in teams and would like to think that I’'m a good communicator, thanks to all
my media training. People tell me that I'm good at explaining complicated ideas clearly. | also like to
think that I’'m good at keeping calm and cool in front of the camera, even when things go wrong! My
goal now is to work as a TV reporter for a TV company in an English-speaking country. Why not
Australia?

Look at B opposite. Then look at the email below. In some of the lines (1-11), there is one extra word
that is unnecessary. Other lines, however, are correct. Tick the correct lines and cross out the extra
words in the other lines.

From: ramesh.patel@googlemail.com
TJo: hr@abc.net.au

1 Hello. | have visited your company’s website and like the look of what you do! | am writing
2 specifically with a reference to the section on your website about working for your organization.
3 Would you have an openings for someone with my background?
4 As the attached my CV relates, | have a Master’s degree in Journalism from New York
5 University, and | have worked for above three years for Star TV, based at their Mumbai office,
6 where | was an assistant to news reporters. | would now like to be relocate to Australia, and
7 hopefully become a news reporter myself.
8 | will be in Australia next month on the vacation and available for a discussion — | would be happy
9 to visit your office in Sydney at my own on expense — | believe | have a lot to offer a company
10 such as the yours.
11 Looking forward to about hearing from you.

Best regards
Ramesh Patel

You haveread about an organization that you find interesting and XVOUld like to work for. Write the
beginning of an email (about 100 words) to the organization (name it) saying why you would be a

suitable candidate.
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64 Business writing 2

Invitation

Riku Henderson receives this email from Singapore Renewables (see Unit 63):

(X X )
Subject: Environmentai scientists
From: jonn.liu@
To: ik
Date: 3

Dear Mr Henderson

Thank you for your email of 20 March inquiring aboutemployment in our company. We are
actively recruiting for various positions in our organization, especially environmental scientists in our

research and development centre.

We would like to invite you for an informal discussion at our headquarters in Singapore on
Wednesday 23 April at 2.00 pm. Please could you confirm that you are available to attend on that

date? Many thanks.

We are interested in the US market for our future expansion and would like your views on its likely
development. In order to prepare for our discussion, we would be grateful if you could write a
short report (2 pages) on your view of 1) the energy situation in the United States today, and 2) the
potential for renewable energy there over the next 40 years, with particular reference to public

opinion towards different forms of energy.

Please email us your report by 15 April. | will then circulate your report to the participants at the
discussion, who will be our chief research scientist, Ann Bao, our research projects co-ordinator,

Charles Quinn, and myself.

We look forward to hearing from you.
Best regards

John Liu

Head of Human Resources,
Singapore Renewables

Inquire and inquiry are much more frequent @
than enquire and enquiry, especially in AmE. L& g

Acknowledgement

Here are two possible replies from Riku Henderson. The first email is written in a more formal style
than the second. Both styles are acceptable when writing emails.

[ X X ]
Subject: Environi
From: rit
To:
Date: “

ientists

Dear Mr Liu

Thank you for your email of 31 March. This

is to confirm that | would be delighted to
come to your headquarters for a discussion
on Wednesday 23 April at 2.00 pm.

| would be happy towrite the report that you
specify. | have noted what you mentioned
about length and content. | will send it to you
by 15 April as requested.

Best wishes

Riku Henderson

Business Vocabulary in Use Advanced

(X X ] =) Repiy
Subject: Environmental scientists

From: riku76 |
To: o

Date: 2 April

Dear Mr Liu

Thanks for your mail of 31 March. This is
to let you know that I'd be very pleased
to come to your HQ for a discussion on
Wednesday 23 April at 2.00 pm.

I'd be glad to write the report that you
describe. I've noted what you mentioned
about length and content. I'll let you have it
by 15 April as you’ve asked.

Best wishes

Riku Henderson

It’s not possible to say or write
‘very-detighted’ in this context.




64.1

64.2

Look at A opposite. Choose the correct alternatives to complete this email.

[ XX ] = Hagly Farumrd
Thank you for your email of 13May (1) ... ..o about positions in our company.
We are actively (2) ............. st TOF VAROUS (B) o IN OUF OFG@NIZation,
particularly finance specialists.
We (4) ... ... to invite you for an interview at our headquarters in Singapore
on Monday 5 June at 2.00 pm. Please could you confirm that you would be able to
(5) ..on that date?
Before the interview, we would be (6) .. . if you could prepare a presentation on

what you see as the economic snuatlon in the wond today, illustrated by PowerPoint slides.
Please email us your slides by 2 June. | will then copy them onto the computer that you will be

using for your presentation, (7) ........................them also to the other people who will be
present.

1 aask b asking c asked d asks

2 aemploying b joining c recruiting d proposing

3 aposting b positions cvacant d situations

4 awould want b would like ¢ may d might

5 apresent b partake cassist d attend

6 athankful b please c grateful d oblige

7 acirculating b dispatching c purveying d shipping

Look at B opposite. Below, email replies from two other candidates have been mixed up. Put each
email into the correct order. (The beginning of the first - more formal - emailis d, and the beginning
of the second - more informal - oneis e.)

a Would it be possible to arrange another f I’ll send it to you by 15 April as you've asked,
date? I'm sorry if this causes any problems. hoping that you will be able to offer another
date for the discussion.
b This is to let you know that I'd be very g . . .
happy to come to your headquarters | will let you have it by 15 April as requested.

for the discussion that you mention, but
unfortunately I'm not available on 24 April.
h | will be happy to write the report that you
c specify and | have noted the requirements
This is to confirm that | would be delighted for length and content.
to come to your office for a discussion on
Thursday 24 April at 9.30 am.

i But I'd be glad to write the report that you're
d asking for. I've noted what you mentioned
Thank you for your email of 31 March. about length and content.

Thanks for your email of 31 March.

Write the beginning of the reply (100 words) from the organization that you wrote to in the Over to you
section of Unit 63, inviting you for an informal discussion.
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Business writing 3

Outlines

Riku Henderson (see Units 63 and 64) makes notes for the outline of his presentation:

Introduction / Background

Part 1: Main forms of traditional energy — percentage of energy use today —
advantages and disadvantages of each — likely trends in future use

Part 2: Main forms of renewable energy — advantages and disadvantages of each —
likely development of each type over next 40 years

Conclusions — most likely situation of each in next 50 years

Openings and introductions

* The purpose of this reportis to ...

¢ In the first part, I’ll outline / explain / illustrate / analyze / break down ...

¢ I’ll give a breakdown / description / overview ...

* In the second part, I’ll move on to look at / examine ...

* In the final part, I’ll (try to) draw some conclusions about ...
predictions about ...

Describing visuals

* As you can see from the pie chart/ graph / diagram / table ...

* The pie chart / graph / diagram / table shows that ...

/ make some

ST aRE

nuclear energy
gas

oil

coal

now
currently
at present

accounts for
represents
makes up
constitutes

x per cent of
current energy
use.

* By far the largest source of energy is ...
* Next /In second place come(s) ...

¢ Thirdly, there s ...

¢ In fourth position is ...
* Not far behind / Quite a long way behind is ...

Nuclearenergy

8%
Coal

18% ~_

Natural gas'
28%

Oil
36%

Renewables
10%
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65.1 Complete the table with words from A and B opposite.

describe
analysis
outline
explanation
examination
look
breakdown
predict
conclude

65.2 Now write a possible introduction to Riku’s report, using appropriate forms of expressions from the
table in 65.1 above and underlining them, beginning in this way:

The purpose of this report is to examine the current energy situation in the United States
today and the potential for renewable energy there over the next 50 years. In the first part,
'l outline the place of different sources of energy in the US economy. I'll give @ ..

65.3  Write part 1 of Riku’s report using
expressions from C opposite, the
information in the pie chart and the
notes next to it. Beginlike this:

As you can see from the pie chart,
by far the largest source of energy
s o, which accounts for 41 per
cent of energy use in the US.

Most of the oil comes from ..

you
Draw a pie chart about an aspect of your organization, school or department (for example, the

number of people in different departments, or the number of students doing different subjects) and
write a commentary on it like the one in 65.3 above.
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Linking ideas

Here are some expressions you can use to add one idea to another.

underground springs, only makes a very
small contribution to energy use.

Energy from biomass comes mainly in Moreover, they say that large areas of rainforest
the form of ethanol, which is made from have been cleared to make way for
corn {maize). Critics say that maize maize production around the world.
should only be used as a food source.

Geothermal energy, using heat from In addition, geothermal plants are expensive to

build and maintain.

Tidal power requires installing
equipment offshore that is very
expensive.

What’s more,

the equipment breaks down frequently
due to theviolent seas.

Here are some expressions you can use to compare and contrast one idea with another, or introduce
another idea which might seem surprising.

efficient.

The US is well-placed to produce However, solarpanels are concentrated in the south
more solar energy. and southwest.
Wind energy is very clean and Nevertheless, | thereis strong opposition from people who

object to seeing more wind turbines.

Dam, provide 46 per cent of
renewable energy.

Hydroelectricschemesespecially in | On the other
the western US, such as the Hoover | hand,

future development of this form of energy
is unlikely, as most of the potential
schemes have already been realized.

Hoover Dam

Forecasts

Look at these ways of expressing future trends.

By 2050, on current trends:

1 renewable energy is going to provide about 30 per cent of the country’s needs, as opposed to

7 per cent today.

2 the amount of energy consumed in the US overall will have decreased by 20 per cent - the
economy will be bigger, of course, but energy will be used more efficiently.

3 solar energy should probably represent 20 per cent of renewable energy.

4 oil, gas and coal might each represent about 20 per cent of total energy use, unless something

unexpected happens.

5 the environmental argument that nuclear energy does not contribute to global warming may

win out.
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66.1

66.2

66.3

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

1 | can assure you that there are []
no plans to sell the newspaper
division.

2 Aswitch of truck suppliers involves
the important costs of changing []

spare part inventories.
3 IBM studies have indicated that
seven per cent of employees ]
believe that technological
advancements have improved
their ability to balance work and
personal life. ]
4 Boldness is an essential moral
characteristic in a leader, for it
generates combat power beyond
the physical means at hand.
5 Older managers were suspicious of
the big expansion and later even
opposed to internationalization
efforts.
6 These new hotels create
employment for local people.

However, 62 per cent of employees
also have growing concerns about
technology’s impact on the length of
the workday.

What’s more, there are no
immediate plans to sell individual
newspapers.

Moreover, a good leader
understands that good leadership
is about who you are, not so much
about what you do or can do.
Nevertheless, the new chairman
and new managers were able to
persuade the board members and
the Kog directors.

On the other hand, the animals that
you see here will be driven away
from their homes.

In addition, a client may sometimes
incur important risks, especially
those of not being fully satisfied
with a new supplier.

Look at B opposite. Use the same structures (1-5) to make predictions for the future containing

these ideas.
By 2050:

1 electric cars / account for more
than half the cars on theroad

2 climate change / not have had the
effects predicted today

3 population growth / level off

4 nuclear energy / represent 30 per
cent of energy production / unless /
another big nuclear accident
before then

5 attitudes to personal consumption
/ change enormously

Now make alternative forecasts to
the ones above in 66.2. (You can use
different verbs for each one this

time.) The first one has been done as an example.

1

Make some forecasts abouttrends in yourown profession or industry, or one you would

like to work in.
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1.2

13

2.1

2.2

142

Answer key

rewarding, stimulating
client contact

get on well with

hands-on

No two days are the same
Originality, creativity

O LA WN -

working on my own
putting ideas into practice
admin, paperwork
teamwork

snowed under

sense of achievement

red tape, bureaucracy

~No s wWwN =

breathing down our necks
commuting

long hours

flexibility

vacation time

time off

stressful

perks

working from home

W N U WN =

Over to you (sample answer)

I’'m anindustrialdesigner. | can work from
home for three days a week, as it gives me a
lot of flexibility, and I can develop ideas
without interruptions. But | go into the office
the rest of the time, and there | can discuss
ideas with colleagues, and | feel like I’'m part
of a team, which is great. | have the best of
both worlds!

2 useourinitiative
3 Morale, motivated
4 responsibility

5 job satisfaction

(sample answers)

1 McGregor’s thinking has influenced
participative styles of management and the
continued practice of staff performance
appraisal.

2 Managers’ beliefs can be seen from the
things that they say and do.

3 These lead to managers having particular
policies towards employees and to relate to
them in particular ways.

4 No - hedid not think that either Theory X or
Y should be taken as a ‘model’.

Business Yocabulary in Use Advanced

3.1

3.2

3.3

5 Abraham Maslow; he thought that
motivation was key in people’s needs.

6 Hethoughtthat workers were dissatisfied
because of the way that jobs were badly
designed, the way that managers behaved,
and the lack of opportunities for people to
be satisfied with their jobs.

Over to you (sample answer)

I would recommend developing initiative in
the following way. Car production workers
should be able to submitideas for
improvement in the production process. If an
idea leads to increased efficiency, the worker
concerned should receive a bonus.

1 salary

2 supervision

3 peer relationships

4 policy

5 working conditions
6

security
1 the work itself
2 recognition
3 responsibility
4 achievement
5 advancement
6 personal growth

Verb Noun % Adjective
empower empowerment | empowered
consult consultation consulted
C hierarchy hierarchical
delegate delegation delegated

Over to you (sample answer)

I sell packagingequipment to food
manufacturers. | have a great sense of
achievement when | reach my sales objective
for the year. If we do a good job, we get
recognition in the form of a generous bonus
and positive feedback from our sales manager.
The work itself is fascinating - | have a technical
background, and the technical progress in
packagingmachinery has been amazingsince |
started out. There are good opportunities for
advancement - | hope to become sales team
leader next year. And in terms of personal
growth, the company | work for is great - we are
encouraged to go on training courses in areas
that are unrelated to our work. I’'m learning to
play the classical guitar at the moment.



5.1

lg 2e 3b 4a

5d 6 c 7f

1 lifelong learning, current trends
2 career move

3 activities

4 consultancy services

5 freelancers
6 in-house

Over to you (sample answers)

I write technical documentation for
manufacturers of domestic appliances -
dishwashers, washing machines, and so on. |
could do this work as a freelancer, but | prefer
being a salaried employee - I like coming into
work every day, and it’s easier to keep up with
what’s going on. | hear about technical
developments with the new models, for
example, and also office gossip!

Advantages of being a freelancer:

+ You can organize your work the way that
you want to.

+ You don’t have to get to the office by a
particular time every day.

+ You can take holidays when it suits you
rather than your employer.

Disadvantages:

« It’s possible to feel isolated and
unmotivated.

+ You always have to be thinking about
finding the next project.

« It’s possible to waste a lot of time if you
don’t discipline yourself.

Advantages for companies:

« It costs less than hiring more employees.

» Freelancers can be very flexible about when
they work.

+ They often specialize in one thing so they
can be very good at what they do.

Disadvantages for companies:

» You have no control when a freelancer you
normally rely on is not available for the next
piece of work.

« Thereis a risk when using a freelancer for
the first time that their work might not be
of a good enough quality.

1 job sharing
2 part-time work
3 temporary work

5.2

5.3

6.1
6.2

6.3

7.1

1 make people redundant
2 consultation
3 trade unions
4 hire and fire
5 inflexibility
6 Unemployment
7 give them three months’ notice
8 social charges
9 sick pay
10 flexible
11 job creation

1 true 5 true
2 true 6 false
3 false 7 true
4 true

Over to you (sample answers)
Spain is probably more like France. The
labour market is quite inflexible, with
similar obstacles to hiring and firing people
as there.
One advantage of flexible working for
employers is that they can get rid of
workers when they no longer need them,
and hire them again when they do need
them. One disadvantageis that employees
feel less loyalty to the organization, and
therefore less motivated.

1b 2 a 3e 4 c 5d

lack of management support
role ambiguity

home-work imbalance
heavy workloads

office politics

effort-reward imbalance

o bh WwWN K

1d 2a 3b 4 c

Over to you (sample answers)

«+ Currency dealer, teacher and policeman are
three stressful jobs.

+ As a production manager, the main causes
of stress in my job are unexpected increases
in demand, which mean increasing
production, and this is difficult to do
quickly. | combat stress by doing a lot of
sport, especially running and swimming.

uncountable
countable
uncountable
uncountable
countable

b wWN =
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7.2

8.1

8.2

8.3

9.1

9.2

144

Over to you (sample answer)

There is employee assessment every six
months, with managers talking to their
employees individually to tell them how they
are doing. There is no assessment of managers
by employees, no 360-degree assessment.

super-talent

core competents
talent manager
talent pool

Talent management
core competents
talent pool

ABC approach

o ~NOUhAh WN-

creatives: 2,3,6
suits: 1,4,5

mentees, mentees
mentoring/coaching

reverse mentoring, mentoring
coach, coachee
mentoring/mentorship, mentor

Obd wWN =

Over to you (sample answer)

1 work for a small electronics company

(30 employees). There is a formal system of
mentoring, where each new recruit is assigned
one of the senior managers, who has regular
sessions with them and gives them advice
about the firm’s values and culture.

(sample answers)

1 She manages a team of nurses.

2 Daily and monthly.

3 There tend to be fewer daily meetings.

4 They encourage positive emotion and
energy, and sharing out tasks for the day,
and help nurses to think about the unit’s
work as a whole. Knowing who may need
help allows the work of the unit to be
shared out among team members. Meetings
also keep people engaged in learning and
develop commitment.

5 They help limit mistakes.

6 The monthly meetings encourage nurses to
think about the performance of their own
and other teams.

1 true 5 true
2 true 6 false
3 false 7 true
4 true 8 false
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9.3

10.1

10.2

10.3

11.1

11.2

11.3

le 2 a 3¢ 4 b 5d

Over to you (sample answers)

+ I've worked in a number of teams on big
engineering projects.

+ Yes, we work well as a team - perhaps
because someone performs each role.

+ I’m aCompleter. | like to ensure that project
deadlines are met, any mistakes corrected,
and nothing forgotten or omitted.

1 hard
soft
3 soft

4 soft
5 hard
6 hard

N

le 2d 3c 5c¢
b 7a 8b

4 e
9d 10 a

23]

self-awareness
conscientiousness
sensitivity
influence

integrity
decisiveness
motivation

~NOoO LD WN -

Over to you (sample answer)

I’m a corporate trainer. I'd like to think that |
have soft skills - the ability to work with all
sorts of people tactfully and in a non-
authoritarian way. Training these days
requires these sorts of skills rather than more
authoritarian methods.

age, ageist, ageism

race, racist, racism

sex, sexist, sexism

stereotype, stereotypical, stereotyping
diversity, diverse, -

discrimination, discriminatory, -
equality, equal,

ethnicity, ethnic, -

1 stereotypical

2 Discriminatory (or Racist)
3 ethnicity (or race)

4 racism (or discrimination)
5 ageist

6 sexism

7 equality

8 diversity

1d 2 a 3e 4 c 5b

Over to you (sample answer)
Traditionally, my company, a newspaper
publisher, has recruited graduates from the



121

12.2

123

13.1

13.2

13.3

country’s top two universities. However, it
could increase diversity and inclusion by
employing journalists from non-university
backgrounds, for example those who have
worked on regional papers for a few years. It
could also increase diversity by employing
more people from ethnic minorities.

Total Quality Management, TQM 14.1
consistency, employee involvement
faults, defects

zero defects

reworking

14.2

(S~ OV I o

(customer) delight
conformity/conformance to specification
elimination of variation

(customer) expectations

HWN =

lc
5b

2 h 3e 4 f

6 d 7 a 8¢g

Over to you (sample answer)

in my organization, a train operating

company, the criteria for quality include:

» punctuality - fewer than five per cent of
trains should arrive more than ten minutes
late

« features - seats are comfortable, all with
waiter service

+ aesthetics - the trains are good to look at,
inside and out

+ perceived quality is high - trains give a
feeling of luxury

+ value for money - fares are very reasonable

apply; application; applied

certify; certificate, certification; certified
standardize;standard(s), standardization;
standardized

1 application
2 certification, certified

3 standardized 15.1

1
5¢

3b
7 e

2 a 4g

6 d

Over to you (sample answer)

Since we adopted ISO 9000, the company has
been affected in the following ways: top
managers - not just middle managers - have
been involved in quality issues; we pay much
more attention to regulatory requirements on
product safety; we have putin place
measurable objectives so that we can

15.2

measure quality; we have improved resource
management; we are much better at
monitoring customer satisfaction, with
regular surveys. We also measure the
effectiveness of our staff training, and we look
at all possible ways to work on continual
improvement of our products.

1b 2a 3d 4 c
5b 6 d 7cC 8 a
1 people management

2 policy & strategy

3 resources

4 people satisfaction

5 customer satisfaction

6 impact on society

Over to you (sample answer)

The leadership of my business school isin the
hands of the director. With her colleagues, she
makes decisions on people management,
recruiting the best teachers in their respective
areas. The policy and strategy of the school
are both directed to becoming the leading
business school in the country by recruiting
the best staff and students. Resources include
a state-of-the-art campus just outside the
capital city. Processes include lectures,
tutorials and written work. These are the
enablers.

Results include people satisfaction: lecturers
are very happy with their jobs and rarely
move to other institutions. The ‘customers’ -
the students - give very high evaluations in
their course questionnaires. The impact on
society is harder to judge, but society surely
benefits from having well-qualified managers
running companies. And the business results
of the school are very good; it has a special
status and does not talk about profits, but it
certainly makes money.

1 performance, benchmark

2 reverse engineering

3 benchmarking, best practices
4 competitive benchmarking

5 Functional benchmarking

(sample answers)

1 If you can measure how many defects you
have in a process, you can systematically
figure out how to eliminate them and get as
close to zero defects as possible.

2 Achance for non-conformance, i.e. not
conforming to the quality criteria.
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16.1

16.2
16.3

17.1

17.2
17.3

146

3 flawless

4 Failing to deliver what the customer wants.
5 consistent

6 predictable

Over to you (sample answer)

As the second biggest clothing retailer, we are
always looking at the biggest company and
what it does. Of course, there are some
industrial secrets that it will not reveal, but it’s
always interesting to go into theirshops and
see how they do things - the clothes they sell,
how they display them, the decor of their
stores, and so on.

strategy

resources, planning
resource allocation
mission statement

HWN =

1b 2d 3e 4 c 5 f 6 a

dominated the market

attack the market

invade

established a foothold/toehold
still dominated

withdraw from

U hAh WN =

Over to you (sample answer)

Eli Lilly’s mission statement is ‘to create and
deliver innovative pharmaceutical-based
healthcare solutions that enable people to
live longer, healthier and more active lives’

stifling, encouraging
intensified

harm

inhibit

sharpening

D wN =

oy

b 2 d 3 a 4 c

threat
advantage/edge
prices

position
pressure
strategy

O bh WN =

Over to you (sample answer)

I work for Waterstones bookshops. Our
fiercest competitor is the online retailer
Amazon. We hope that customers will keep
coming to our stores to browse and buy
books, rather than ordering them online. But
we also know that we have to make our stores
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18.1

18.2

18.3

19.1

as attractive as possible, with coffee shops
and sofas where people can read and relax
before making their purchases.

1 industry competitors
2 entrant

3 substitutes

4 buyers

5 suppliers

Strengths Weaknesses

« situated in one of the
UK’s most attractive
cities

the English language

» need to improve our
facilities

Opportunities Threats

| » potentially more and | + economic slowdown

more students from | nextyear
abroad | « excellent universities
i in the US

1 focus
2 costleadership
3 differentiation

Over to you (sample answer)

1 work for a supermarket chain. We are
criticized for having too much power over our
suppliers, for example farmers, but we think
they get fair prices for what they sell.
Competition between the supermarket chains
is intense, and there is always the danger of
more low-costentrants to the industry. We
don’t think there’s a danger from substitutes
as people will always have to eat! The
bargaining power of customers is high - they
can always go to our lower-cost competitors,
so we have to make sure that we offer an
attractive alternative in terms of range of
goods, attractive stores, and so on.

Across

5 barriers

8 entry

9 chaebol

11 divestment
13 integration
15 high

17 conglomerate

Down

1 portfolio theory
2 concentrated

3 merge



19.2

20.1

20.2

20.3

core
acquisitive
fragmented
10 attractive

12 vertical

14 share

16 low

~N o

strategic acquisitions
acquisitions/takeovers
subsidiaries

unwieldy conglomerate
profitability

entrants

oD wWN =

Over to you (sample answer)

Daimler merged with Chrysler so that Daimler
would have better access to the US car market
and Chrysler to the European market. They
planned to develop models together, reduce
costs, etc. But the cultural differences
between the two companies were too great
and the merger fell apart.

Nouns (things) Nouns (people/ Adjectives and

organizations) -ed/-ing forms

creativity, creators creative
creativeness
innovation, innovators innovative

| innovativeness

—— = : e

| bureaucracy bureaucrats bureaucratic

ingenuity = ingenious

(- pioneers pioneering

disruptive

disruption

1 trendsetter
2 innovator
3 pioneers
4 follower

S disrupted

dropped out

shakeout and consolidation
emerging industry
dominate

mature

established

o d wWwN K

Over to you (sample answers)

+ Yes, many organizations are bureaucratic
and slow to come up with new ideas.

« | work for Procter and Gamble, and one way
that we have of getting new ideas is to

21.1

21.2

22.1

22.2

22.3

encourage contributions and input from
people not actually working for the
company, via the company’s website. The
company then rewards the best suggestions
and contributions.

+ Another example of disruption is in book
distribution. Amazon disrupted the book
retail industry, first with its online ordering
service, and then with its Kindle reader.

(social and economic) environment
futurologists/futurists

the Delphi method, panel, a consensus
forecasts

futurology

scenario planning

mini-Delphi / Estimate-Talk-Estimate / ETE
evolve

OO D WNKH

le 2 a 3b 4d 5¢

Over to you (sample answers)

« | work for a tour operator and the biggest
risk is that, through no fault of our own, we
go bankrupt. This can leave thousands of
customers abroad and unable to get home.
This would be very unfortunate, for our
customers and for us, so we do everything
we can to avoid bankruptcy!

« We almost went bankrupt once a few years
ago when we had financial controls that
were less strict than today’s, but we learnt
our lesson and now the business is run
much better, with close attention to costs
and financial results.

[

d 2 a 3e
f 5c 6 b

»H

risk strategy

risk factors

risk appetite, risk exposure
risk avoidance

risk-takers

risk appetite

DDA WN =

g b d f a c e

Over to you (sample answer)

I guess I’'m a risk-taker. I like trying new things.
I have an appetite for risk - it may all go
wrong, but | like the excitement. For example,
| was a bit of an entrepreneur even before

I left university - | started a business selling
electric bikes to my fellow-students, and this
turned into a full-time job after | graduated.
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23.1

23.2

24.1

24.2
24.3

148

1 pricing 4 place

2 product 5 promotion
3 promotion 6 promotion
a physical evidence

b people

C process

1 intangible 5 service

2 contact 6 process

3 motivated 7 helpful

4 attitude

Over to you (sample answers)
| was attracted to my new LG high-
definition screen (product) by their TV
advertising (promotion). The product was
available in department stores and
electrical goods stores, but | preferred to
buy it on online (place). | paid slightly less
than | would have done in traditional retail
outlets (pricing).
| took my car to be serviced yesterday.
When | went into the service centre, it took
five minutes for someone to come to greet
me (people). | left the car, but they didn’t
phone me to tell me what was going on. So
when | went to pick it up, | found they had
done all sorts of work, some of which
wasn’t necessary (process). But they did
show me a component that had broken and
that had really needed replacing (physical
evidence).

1 convenience
communication
customer cost
customer solution

HwWN

—

b 2 a 3d 4 e 5¢c

1 customer loyalty, customer allegiance,
customer retention, repeat business

2 customer base

3 word-of-mouth

4 customer defection

5 churn

6 lost customer analysis

Over to you (sample answer)

I try to use my country’s national airline when
| fly. They have what they call a Superloyalty
card, based on air miles, which gives me a
number of advantages. The most important
one is free flights, of course. Others include
getting priority when | check in, a free lounge
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25.1

25.2
25.3

26.1

26.2

26.3

27.1

where | can wait before boarding, and being
able to upgrade from economy to business
class at very low cost.

1 mystery shopper

2 market intelligence

3 primary data, secondary data
4 market research firm

5 latest trends

lc 2d 3e 4b 5a

1b 2 a 3b 4 a 5a

Over to you (sample answer)

I work in the marketing department of a car
company. We organize regular market research
to see what people think of our models and
those of our competitors. The latest findings
are that people are looking more and more for
environmentally friendly cars.

1 segmentation, segments

2 social class, demographic segmentation
3 behavioural segmentation

4 target groups

[y

2d
5 f

N
[e2 BNON]
oo

C

1 traffic

2 visitors

3 interact

4 conversion
5 convert

Over to you (sample answer)

| recently bought a ticket on a low-cost airline
to go clubbing in Mallorca this summer. For
this flight, I’'m in the leisure travel segment,
rather than a business traveller.
Demographically, I’'m in the 25-34 segment,
and in terms of VALS, | guess I’'m an
experiencer, spending a lot of money on
music, clothes and clubbing, and the tickets
to get to places where | can meet other people
like me!

1 warehousing
2 analysis

3 mining

4 protection

5 management



27.2 1d 2 a 3b 4 c 5e

28.1
28.2

28.3

29.1

Over to you (sample answer)

| work at Boeing. We hold a lot of information
about our customers, the airlines. We get most
of the information by asking them for it. We
have a lot of data about their requirements on
different routes and in many other areas. They
also let us have some of the results that they
have gathered from their own market research,
which we also hold on our database. And of
course, the technical people here hold a lot of
information from the airlines relating to the
operation of our planes by our customers. We
use this information to make sure the planes
we produce meet the requirements of the
airlines, and of course their passengers.

lc 2 a 3e 4 f 5b 6 d

1 positioned

2 positioned

3 positioning

4 differentiate
5 differentiation
6 differentiate

The real outcome is given in each case,

followed by a possible explanation.

1 Successful: The idea of ‘gentleness’ carried
across smoothly to the new products.

2 Unsuccessful: Bic is too closely associated
with pens and razors.

3 Unsuccessful: Coke was ‘the real thing’, so
New Coke could not logically also be the
real thing.

4 Successful: all in the same category and
closely associated

5 Successful: both in the same category and
closely associated

6 Unsuccessful: soup and spaghetti sauce not
close enough together

Over to you (sample answer)

| work for Unilever and our food brands
include Lipton, Flora, Becel, Blue Band,
Hellmann'’s, Knorr, Bertolli, Calve, Magnum
and Cornetto. There’s no flagship brand as
such, as we are strong in so many different
product categories. We prefer to develop
completely new brands rather than brand
extensions of different brands.

a joint venture, joint venture

b indirect export, agents

c licensing agreement, licensing agreement,
under licence, joint venture

29.2

30.1

30.2

30.3

311

31.2

d export manager, agent, direct export,
export manager

Order:
1b 2d 3¢ 4 a

1b 2b 3a

Over to you (sample answer)

Rolls Royce is one of the UK’s biggest
exporters. It makes aircraft engines for civilian
and military aircraft, plus turbines for
applications such as power generation. It has
its main base in Derby, and also has other
plants, including one in Bristol. It has about
37,000 employees, 40 per cent outside the UK.

lc 2 a 3b 4g

5d 6 e 7f

1 suppliers

2 process

3 warehouse

4 just-in-time

5 integrated

6 captive plants

7 suppliers

Verb ‘ Noun(s)

retail retail, retailing
warehouse warehouse, warehousing
transport transport, transportation
distribute distribution

outsource outsourcing

Business Vocabulary in Use Advanced

Over to you (sample answer)

Dell manufactures computers in Lodz, Poland,
but many of its suppliers are elsewhere. Many
of the components come from China, for
example. Components arrive in Gdansk by
container ship and are thentaken to the plant
by truck.

1 supply chain management

2 logistician

3 logistics

4 work-in-progress (BrE), work-in-process
(AmE), inventory-in-process (AmE)
finished goods

stock(s) (BrE), inventory (AmE)

7 stock(s) (BrE), inventory (AmE)

o U,

le 2d 3a 4 c 5b
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31.3

32.1

32.2
323

33.1

33.2
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1 refurbishment
2 waste

3 remanufacturing
4 disposal

5 dismantle

6 recycle

Over to you (sample answer)

| work for an airline and our biggest logistical
nightmare is when our planes are delayed by
congestion at airports, especially Heathrow.
The outward flight arrives late, which means
that the return flight takes off late, causing
passengers to become very angry.

1 Core competences/competencies

2 Subcontractors, in-house, expertise, non-
core

3 Transaction cost analysis, outsourcing them /
subcontracting them / farming them out

4 our competitive edge

S Our corporate culture

lb 2e 3d 4 c 5a

1 False: Money may be saved initially, but they
are often more expensivein the longer term.

2 True

3 False: It outsourced a range of services from
highways to IT.

4 False: They ended up spending more.

5 True

6 True

Over to you (sample answer)

Herein India, we have benefited greatly from
outsourcing. Many of our graduates work in
call centres for UK banks. But outsourcing is
increasing in other areas which require higher
levels of expertise, for example software
development.

1 Internet

2 bandwidth

3 video-conferencing
4 webcams

5 download

6 video-on-demand
7 wireless

3G

wireless

from the Optimum site
GPS

5 the browser

HWN =
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33.3

34.1

34.2

34.3

35.1
35.2

35.3

C

Over to you (sample answers)

« Yes, mobile devices are suitable for
accessing the Internet now - the screens are
bigger and the download speeds are faster.

«+ | use my mobile to download football- action
replays. I don’t use it for internet shopping
(for that | use my computer when I'm at
home), but | do look at the weather forecast
occasionally to see if it's going to rain.

—

interoperability

external social networking sites, posted,
profile

3 video-sharing sites, uploaded

4 internal social networking site, online
community, vetted

wiki, collaboration

messaging, networking sites,
communication

Adjective Noun

attractive attractiveness

N

(2006, )

interactive interactivity

user-friendly user-friendliness

sticky stickiness

1 unique users

2 traffic

3 page views

4 sticky

5 user-friendly

6 generating, revenue

7 rankings

8 website management company

Over to you (sample answer)

| think it's acceptable for recruiters to check
social networking sites in this way. What
people say about themselves there is probably
more reliable than what they put in their CVs.
Companies need to know everything about
the people they are recruiting!

1b 2d 3¢ 4 a
le 2d 3a
4b s f 6 c
1 cancer, AIDS, water purification,
solar power
2 People donate processing time on their

computers to perform very complex
calculations.



36.1

36.2

36.3

37.1

37.2

3 They must download software and allow
their computers to be used when they
would normally be dormant.

4 They might benefit from cheaper electricity
in the future.

Over to you (sample answer)

At my university, there is an intranet that
allows us to get information about different
courses and members of staff, to look at our
lecturers’ PowerPoint presentations, and to
check availability of the sports facilities,
among many other things.

1 scams

2 security

3 infiltrated

4 identity theft
5 infected

6 malware

1 identity theft

2 password

3 phishing

4 cybercrime, cybercriminals
5 encryption

6 security details

7 spyware

1 law enforcement agencies
2 BigBrother

3 privacy, confidentiality

4 civil liberties

5 electronic trail

6 snoop

Over to you (sample answer)

I don’t feel nervous about using internet
banking. One way of minimizing the risk is to
change the password often and not write it
down anywhere. And | never put the account
details into emails that | might send to people,
for example when | write to someone about
transferring money to my account.

1 gig economy

2 commission

3 business model

4 self-employed contractor
5 smartphone apps

6 Uberisation

1 sharing economy
2 review, feedback
3 regulation

4 minimum wage

37.3

38.1

38.2

5 flexibility
6 disruption
7 benefits

crowdfunding
bank loan
Crowdfunding
backers

stake
crowdfunding
rewards-based
backers
rewards
crowdfunding

Woo~NOWUD WN

—
(]

Over to you (sample answer)

I would like to start a chain of residential
centres for ‘extreme’ physical training. The
presentation would cover:

- potential customers - high-income
professional people who want to get fit
through extreme physical experiences
{marathons, rock climbing, deep diving etc.)
but with luxury accommodation

- centres - ‘log cabin’-type architecture, with
very high levels of comfort

- location of centres - ‘wilderness’ areas, but
within 2 hours’ drive of an airport

- staff - combination of a) extreme sports
trainers, and b) people with a background in
luxury hotels

- promotion - advertising on social networks
and in business/financial press

- total investment - $2 million required
initially

- minimum investment - $10,000 per
individual

- return - 5 per cent interest per year for three
years, followed by return of the initial
investment, or the possibility to invest more

copyright copyright
download download
encrypt encryption
infringe infringement
pirate piracy
protect protection

1 copyright protection
2 encryption

3 infringement

4 download

5 piracy

Business Vocabutary in Use Advanced
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38.3 1 download,digitalrights, license,

39.1

39.2

40.1

40.2
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downloads, copyright
2 piracy, piracy, file-sharing, peer-to-peer,
copyright, copyrighted content

40.3

Over to you (sample answer)

I thinkit’s acceptable, because groups these
days have lots of other ways of making money
from concerts, and so on. Music companies
have to find new ways of generating revenues
- the idea of selling songs through download
sites is just a hangover from the days of
selling records.

41.1

1 financed, financiers
2 financing
3 finances

Across Down
3 profit and loss 1 finance officer
6 interest 2 undervalued 41.2
8 dividends 3 prelims
10 cashflow 4 financial
12 full 5 bondholder
14 balance sheet 7 account
15 interim results 9 CFO
11 lenders
13 loan

Over to you (sample answers)

« Companies make their reports look
attractive because they want to
communicate in a way that seems friendly,
open, etc. Annual reports are intended for
investors and potential investors including
shareholders; they are also directed at
financial journalists reporting on the
company, and of course the company’s
employees themselves.

+ Thereport can be seen as a marketing tool
intended to impress each of these
audiences.

42.1

accruals principle
exceptional items
general expenses
interest payable
operating profit

profit and loss account
reporting period
retained earnings

42.2

reporting period
operating profit
retained earnings
exceptional items
accruals principle
interest payable

oD wN =
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7 profit and loss account
8 general expenses

1 false 6 false
2 true 7 true
3 false 8 false
4 false 9 false
5 true

Over to you (sample answer)

General Motors recently made a loss of $39
billion in the third quarter of its financial year,
the second-worst loss in US corporate history.

a Cash g 188

b Securities h Land

c 12 i 62

d Debtors j Goodwill
e 15 k 30

f Buildings

1 false 4 false

2 true 5 true

3 false 6 true

Over to you (sample answer)

Carphone Warehouse is a retailer of mobile
phones in the UK. It has a chain of outlets in
strategic locations in most UK cities, but most
of the sites arerented, and the rented sites do
not appear on its balance sheet. It has
knowledgeable staff, but employees don’t
appear either. It has stocks of mobile phones
to sell, which do appear, and money in its
bank accounts, which also appears on its
balance sheet.

a Overdraft

b 4

¢ Interest payable

d Tax payable

e 10

f 40

g Bonds repayable in seven years
h Shareholders’ equity

i
J
k

200

Retained earnings

21
1 true 4 false
2 true 5 false
3 true 6 false

Over to you (sample answer)

When a company goes out of business, it
usually has liabilities in the form of money
owed to suppliers, lenders, the tax authorities,
and in some cases employees’ unpaid salaries.



43.1

44.1

44.2

44.3

45.1

a6 f 0.5
b (1) g (L.5)
c (8) h 1.25
d>5s i1

e (7.5) j 5.6

Over to you (sample answer)

Creditterms in Germany and Sweden are quite
short - 30 days is normal, with interest payable
after that time. But in southern Europe - Spain
and Italy, for example - they can be up to 120 or
even 150 days.

amortization and depreciation
netincome

EBITDA

cashflow

EBITDA

ad wN

1 Knowledge workers, physical assets, return
on assets (ROA)

2 sweating its assets / operating at full
capacity

3 return on equity (ROE)

4 return on assets (ROA)

5 shareholders’ equity

1f 2 a 3b 4 e 5d 6 c

Over to you (sample answer)

The university that | go to is really sweating its
assets. All the lecture rooms are full all the
time, there are usually long queues in the
restaurants and there are normally people
waiting to use the computers in the library. |
don’t think they could increase the number of
studentswithout makingfurther investments.

Across

2 shareholder value
6 outstanding

7 PEratio

8 retained earnings
10 distributed

12 maximize

13 acquisitions

14 EPS

15 strategic

Down

1 returns
on investment
dividend payout
growth
ROI
decision
income

= w0 oo v~ w

—

45.2

46.1

46.2

46.3

47.1

1 maximize shareholder value
2 divestment

3 strategic decision

4 returns on investment (ROI)
5 acquisition

Over to you (sample answers)

« Thisis not always easy to do because
managers may have high commitment to
the industry that they know and in which
many will have spent their entire careers.
They may even have an emotional
attachment to it.

« In smaller firms, and in some cultures,
managers may not want to be forced to fire
loyal employees.

+ And the knowledge that managers have of
theirindustry may not be usable or
applicable in the new activity that they
want to getinto.

regulator
auditors
collapsed
irregularities
cooking the books
irregularities
overstated
understated

9 fraud

10 regulator

11 auditor rotation
12 transparency

0 ~NoOUhd WN -

1 False: It fined the auditors, Heath Berwick.

2 False: It collapsed.

3 True

4 False: Investors are suing Mataymeats for
fraud.

5 Not given

6 False: Therelationship can be too close.

1 SEC 4 IAS
2 FRC 5 GAAP
3 10SCO

Over to you (sample answer)

There was recently a case in the UK of a
charity whose chief accountant was taking
money to finance his luxurious lifestyle. He
ended up in prison.

1f 2.d 3a 5h
6b 7g 8i

[Cou N
m 0O
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47.2

47.3

48.1

48.2

48.3

49.1
49.2
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1 recovery 4 trough

2 prosperity 5 contraction

3 peak 6 expansion

1 boomed 4 economic stability
2 overheating 5 recession

3 soft landing 6 boom and bust

Over to you (sample answer)

Here in Spain right now, the business cycle is
bottoming out, with signs that things will
improve next year, when the economy will
pick up. But for the moment, unemployment
is very high, house prices are falling by 15 per
cent per year, inflation is rising and the
currency is falling in value.

1f

2 4 b
5a 6

g 3e
c 7d
1 aregulator

2 aratings agency
3 the real economy

4 light-touch regulation

5 deleverage

6 default

7 toxic assets

8 full-blown economic crisis

LS NN

crash crash
default default
deflation deflate
deleveraging deleverage
regulation, regulator regulate
rescue rescue
stimulus stimulate

Over to you (sample answer)

In France, the credit crunch did not affect us
too badly. There was a slowdown - economic
growth declined for a while, but there was no
actual recession. Declining demand for our
products from Europe and the US was partly
replaced by demand from Asia.

le 2c 3f 4 b 5a 6 d

1 board

2 integrity, probity

3 professional misconduct
4 transparent

5 accountable

Business Vocabulary in Use Advanced

49.3

50.1

50.2

50.3

51.1

51.2

51.3

1b 2 a 3a 4 a 5c

Over to you (sample answer)

I’'m writing about your company’s continued
pollution of our local river. This has been
going on for some years now, with obvious
effects on wildlife: there are dead fish floating
on the surface, for example. Your company
says that it wants to be seen as a good
corporate citizen, but your apparent disregard
for the environment makes it hard to believe
that you are sincere in this. What actions will
you be taking to improve the situation?

1 stakeholdertheory

2 social reporting, public relations exercise
3 social performance

4 stakeholders

5 social audits

1

2

3

justice/welfare
issues
welfare

4 programs
5 responsibility

1b 2 a 3d 4 c

Over to you (sample answer)

In the tea plantations of southern India,
employers have from the beginning invested in
the social welfare of their employees by
building worker accommodation, schools, etc.
and ensuring thatworking conditions are good.

Noun ’ Verb Adjective
carcinogen | - carcinogenic
discharge discharge | -

disposal dispose {of) | -
environment | - environmental
pollution pollute polluting
pollutant

recycling recycle recycled recyclable
1 pollutants 4 discharged

2 recycled 5 carcinogenic

3 disposal

1 logging 4 renewable

2 deforestation 5 greenwash

3 Overfishing

Over to you (sample answer)

In my area, they have started regular
collections of paper and glass for recycling.
More could be done to reduce pollution, for
example by charging drivers to enter the city
centre in their cars.



52.1

52.2

52.3

53.1

53.2

53.3

54.1

5 emissions
6 Infrastructure
7 infrastructure

1 global warming
2 greenhouse

3 storms

4 emissions

my carbon footprint

Carbon levels

climate treaties

Carbon capture / Carbon sequestration
The Kyoto Protocol

carbon offsets

carbon credits

~NOoO U bHE WN -

1 capture
2 offset
3 absorbed

4 emit, capping
5 traded

Over to you (sample answer)

I've tried to reduce my carbon footprint by
taking the train to work, rather than driving. |
fly less - it’s now realistic to go by train from
the UK to a lot of places on the Continent.

1 stewardship

2 governance bodies, supervisory,
management, supervisory board

3 board, non-execs

remunerate remuneration
compensate compensation
reward reward
incentivize incentive

pay out payout

pay off payoff

bail out bailout

1 bailouts

2 compensation, remuneration

3 incentives

4 payoffs, payouts

Over to you (sample answer)

| work for a German company that has a
supervisory board, of whom a third are not
shareholders, and an executive board
responsible for the day-to-day running of the
company.

1 transparency

2 ethical investment fund
3 accountability

4 institutional investors

54.2

54.3

54.4

55.1

55.2

5 good corporate governance
6 activist shareholders

ethics, ethical, ethically

transparency, transparent, transparently
accountability, acountable, -
environment, -, environmental
sustainability, sustainable, sustainably

1 transparent
2 accountable
3 sustainably

4 ethically
5 transparency
6 sustainable

le 2 c¢C 3a 4d 5Sb

Over to you (sample answer)

Companies have responsibilities other than
just making a profit. They should be good
corporate citizens, encouraging good relations
not just with shareholders, but also with
employees, suppliers, customers, and so on.

Across

2 Third World

4 standards

7 rural

9 industrialized
10 South

14 economic output
16 West

18 middle

Down

1 Gross National
3 distribution
5 product

6 prosperity
8 GNP

11 tigers

12 less

13 North

15 income

17 GNI

1 shipping costs

2 telecommunications costs

3 trade liberalization / free trade
4 free movement of capital

5 protectionism

6 interdependence

Over to you (sample answer)

Some say that material development gives a
false idea about the state of a country. They
look at other factors such as levels of
happiness, satisfaction, etc.
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56.1

56.2

56.3

57.1

57.2

58.1

58.2
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foreign direct investment, capital flows
Capital controls

devaluation

liberalization

instability

O BD WN =

Poverty reduction

unsustainable

infrastructure projects

stimulation of growth

Heavily Indebted Poor Countries (HIPs)
the Millennium Development Goals

the International Monetary Fund (IMF) and
the World Bank

~NoO LA WN -

1b 2c 3d 4 a 5 f 6 e

Over to you (sample answer)

Many argue that the debt burden of some
developing countries is so great that the debt
burden must be forgiven. These countries are
spending so much on debt repayments that
they cannot afford to pay for education and
health services.

1 trade barriers, free trade
2 tariffs

3 openingup

4 protectionism

5 dumping, quotas

1 false 4 true
2 true 5 true
3 true

Over to you (sample answer)

Yes, | buy Fairtrade products because they
help small farmers around the world to make
a decent living.

5 humanitarian
6 seed money
7 disasters

1 aid agencies

2 famine, epidemic
3 crop failure

4 relief

development projects
seed money

pressure groups

tied aid

intermediate technology
economic development
infrastructure

~NOoO U WN =

Over to you (sample answer)

No. A country needs long-term economic
development that goes beyond humanitarian
aid provided to relieve immediate difficulties.

Business Yocabulary in Use Advanced

59.1

59.2

59.3

60.1

60.2

H

~NoO U bh WN =

w

renewable energy

depletion of natural resources,
sustainability, environmental damage
short-term profit

environmental damage

sustainable transport
sustainable energy

sustainable forestry
sustainable tourism
sustainable fisheries/seafood
sustainable agriculture/farming
sustainable livelihoods

True

False: China’s development came through
economic growth.

False: Aid ‘should not push aside local
knowledge, initiative and adaptation’.

True

False: International co-operation can assist
local efforts.

Over to you (sample answer)

The world’s population will eventually stop
growing, thanks to rising living standards. But
will enough of the world’s economies adapt to
the sort of sustainable practices described in
the articlein time? I’'m cautiously optimistic
about this.

W oo ~NOWUL b WN

adistance

f hospitality

e punctuality

d task-orientation

b glass ceiling

eplanning

c gestures

e working year, leisure time

(sample answers)

1

It decided to merge its Belgian and Dutch
operations.

You would think that these neighbouring
countries have similar cultures and there
would be no cultural difficulties.

The Belgians perceived their Dutch
colleagues as often pompous and rude and
not taking enough account of the need to
do things in Belgium the Belgian way. The
Dutch found the Belgians bureaucratic,
over-deferential to the hierarchy before
making decisions, and disorganized.
Individuals in teams with an acerbic
personal style.



61.1

61.2

61.3

61.4

62.1

62.2

5 No, they may be down to individual
personalities and there are difficult people
in all cultures.

6 When people realized this, they were free to
challenge unacceptable behaviour.

Over to you (sample answer)

Here at the advertising agency where | work,
people like to think of themselves as creative
and independent, so they would criticize
colleagues who depend too much on
procedures in particular situations. We are
proud of our multitasking - we like to be seen
to be doing several things at once. We spend a
lot of time at the coffee machine, but chatting
like this with colleagues is congenialand a
good way of coming up with new ideas!

1 b,c,e 2 a,d,f

aggression aggressive
confrontation confrontational
diplomacy diplomatic
focus focused
harmony harmonious
vagueness vague

1 diplomatic 4 vague

2 harmonious 5 confrontational
3 focused 6 aggressive
lg 2 f 3d 4 a

5c 6 b 7h 8 e

Over to you (sample answer)

In the Czech Republic, people are usually

pretty punctual. We like to plan meetings well

in advance and it can be quite difficult to set

up a meeting at short notice. We like to arrive

with the feeling that we are well-prepared and

with all the facts and figures at our disposal.

Czechs tend not to show too much emotion

within a business meeting and there is limited

body language and facial expressions, but this

doesn’t mean that we’re not interested.

1b 2 h 3e 4 a

5d 6 f T7c 8¢g

1 Avoid difficult/controversial/sensitive
subjects, e.g. politics and religion.

2 Treat business cards with respect.

3 Communicate appropriately, at the right
time, etc.

62.3

63.1

63.2

4 Proximity, eye contact, etc.
5 Be careful with humour.
6 Deference / Forms of address.

1 appropriate
2 inappropriate

3 inappropriate
4 appropriate

Over to you (sample answer)

In South Korea:

+ Keep eye contact for half the time. Don’t
stare at the person you are talking to.

« Stand about a metre and a half away. Don’t
get too close.

« Don’ttry to be ‘interesting’ by talking about
difficult subjects like politics.

» Treat more senior people with respect -
don’t use first names.

« Make sure that your business card is up-to-
date. Don’t make hand-written changes to it.

+ Don’ttry to make people reveal confidential
commercial information.

Ramesh Patel

Career goals
Work as a TV reporter in an English-speaking
country

Skills

Good team worker

Good communicator: ability to explain
complicated ideas clearly

Calm under stress, even in front of camera

Qualifications

2001-2002: Master's degree in Journalism, New
York University. Dissertation: "A comparative study
of broadcast TV in three English-speaking
countries: India, US, Australia”

1998-2001: Bachelor’s degree in Media Studies,
New York University

Experience

2002-now Assistant to TV reporters, Star TV,
Mumbai

Languages

Bilingual English and Hindi

Interests

Bollywood cinema, rock music

Personal

US nationality, born Brooklyn, 19 May, 1980

1v 7V

2 a 8 the

3 an 9 on

4 my 10 the

5 above 11 about
6 be
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64.1

64.2

65.1

65.2
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Over to you (sample answer)

To the Financial Services Authority, London

Hello. Your organization has been in the
news a lot recently, and I'm writing to ask if
you have openings for someone with my
background. | have a Master’s degree in
Computer Science and was recently made
redundant from my job as an IT specialist in
the share trading department at UBS, where
| worked for 15 years. | have detailed
knowledge of how trading systems work,
and | think | would be anideal candidate to
work in the department at FSA that deals
with illegal trading practices. ...

1b 2c 3b 4 b
5d 6 C 7 a
Email1:d,c, h, g
Email2:e,b, a, i, f

Over to you (sample answer)

Dear Ms Karamanlis

Thank you for your enquiry about
employment at the Financial Services
Authority. The FSA is actively recruiting
people for the area that you mention -
irregular share trading practices. We would
like you to attend our Canary Wharf offices
for an informal discussion on Tuesday 22
January at3.30 pm. We wouldlike you to
prepare a short PowerPoint presentation
(10 minutes) on your work at USB - there is
no need for you to send the slides
beforehand. Pls could you confirm that you
will be able to attend? Many thanks. ...

description describe

analysis analyze o
outline outline
explanation explain
examination examine

look look

breakdown break down
prediction predict

conclusion conclude

(sample answer)

Y\ give a description of each energy source and a
breakdown of the contribution of each source to
the overall energy consumption of the US. In the

Business Yocabulary in Use Advanced

65.3

66.1
66.2

66.3

second part, I'll move on to a more detailed
analysis of the contribution of each type of
renewable energy, and try to explain the situation
of each one.

I'll conclude by having a look at the likely
evolution of renewable energy over the next 50
years, and make some (risky!) predictions
about the future contribution of the different
types of renewables, in relation to the probable
situation then of traditional energy sources.

(sample answer)

Next come natural gas and coal with 22 per cent
each. Again, much of the gas comes from abroad,
but the coal is mined in the US. Emissions that
cause global warming are of course coal’s biggest
problem. In fourth position is nuclear energy
with 8 per cent, with all its problems of disposal
of radioactive waste. But not far behind nuclear
is renewable energy, with 7 per cent.

Over to you (sample answer)

As you can see from the pie chart, at my
university, the most popular subject in the
languages department is English - just over 30
per cent of the students here study it as their
main subject. Next comes Mandarin, with 25 per
cent. Inthird placeis Arabic, with 15 per cent.
Fourth is Spanish, with 10 per cent and fifth
equal are French, Italian and Portuguese, with
justunder 7 per centeach.

1b 2 f 3a 4 c 5d 6 e

By 2050:

1 Electric cars are going to account for more
than half the cars on the road.

2 Climate change will not have had the
effects predicted today.

3 Population growth should have levelled off.

4 Nuclear energy might represent 30 per cent
of energy production, unless there is
another big nuclear accident before then.

5 Attitudes to personal consumption may
have changed enormously.

(sample answers)

2 Climate change might have had bigger
effects than those predicted today.

3 Population growth may not have levelled
off.

4 Nuclear energy will not represent as much as
30 per cent of energy production - more like
10 per cent.

5 Attitudes to personal consumption will stay
the same.



Over to you (sample answer)

Accountancy will probably see some big
changes over the next 30 years. Computers
will probably have a much bigger role,
analyzing figures and spotting trends. This will
make accountants more productive. However,
the human element will still be very
important. The relationship with clients might
become more difficult, as, following the credit
crunch and cases of fraud in 2009,
governments may put more pressure on
accounting firms to spot signs of problems
before they become serious.

Portuguese
7%
Italian
French
7%
Spanish
10%
Arabic Mandarin
15% 25%
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abandon/a'b&ndan/ 26
ABC approach/eibi:'si: 3'pravt [/ 8
above board /3'bav bo:d/ 49
absorb/ab'zaib/ 52
account for/a'kaont fa:/ 65
accountability /3, kavnta'bilati/ 49,
53,54
accountable/a'kauntabal/ 49
accounting irregularities
/3'kavntig 1,regja'leratiz/ 46
accruals method /a'krualz
,meBad/ 40, 43
accruals principle/a'krualz
prinsapal/ 40,43
acerbic/a's3:bik/ 60
achievement/a'tfi:zvmant/ 3
acquisition/ @kwi'zifan/ 19,45
acquisitive/a'kwizitiv/ 19
act with integrity /&kt wid
n'tegrati/ 49
act with probity
/&kt wid 'pravbati/ 49
action/'®kfan/ 14
activist shareholders/ @ktivist
‘fea,havuldaz/ 54
activities/zk'tivatiz/ 26
actualizer/'&zkt [slaiza/ 26
adapt/a'dapt/ 29
adaptable /3'daptabal/ 62
added-value/ @&did'veelju:/ 18
admin/'&dmin/ 1
advanced economy /ad,va:nst
1'’konami/ 55
advancement/ad'va:nsmant/ 3
advertising /'®dvataizig/ 23
aesthetics/i:s'Betiks/ 12
affirmative action /a'fa:mativ
'‘2kfan/ 11
after-sales service/,a:ftaseilz
's3ivis/ 23
ageism/'erdzizom/ 11
ageist attitude/ erdzist 'ztitju:d/ 11
agent/‘erdzant/ 29
aggressive/a'gresiv/ 61
aid agency/eid 'eidzantsi/ 58
alternative energy source
/a:],t3:nativ ‘enadsi sais/ 51
amortization /a,ma:tar'zerfan/ 41
amortize /a'mo:taiz/ 41
analogies/a'neladziz/ 35
analyse the data/'znalaiz 93
‘derta/ 25
annual report/,@njual ri'pa:t/ 39
anticipate/zn'tisipeit/ 21
anti-virus program/ @nti'vairas
,pravgrem/ 36
appealto/a'pi:l ta:/ 26

applications/,@pli'ketfonz/ 21,33

apply for certification/s,plai fa:
sa:tifi'kerfan/ 13

appoint/a'point/ 29

apps/eps/ 33

Asian tiger/,e139n 'taigo/ 55

assembly line/a'sembli lain/ 30

assembly plant/a‘sembli pla:nt/ 30

assets /'@sets/ 16, 38, 42, 44

associate/a'saufiat/ 28

at the top of the market /@t da top av
33 'mazkit/ 48

attack a market/a ,tek 2 ‘ma:kit/ 16

attitude/'@titju:d/ 23

attitude to risk /'2tit fu:d ta risk/ 22

attractive/a'traektiv/ 19,20

attractiveness/a'trektivnas/ 34

audit/'o:dit/ 46

auditor/'>:dita/ 46

auditor rotation/,o:dita ra'teifan/ 46

authoritarian/ >:0ori1'tearian/ 2

automated warehouse/,o:tameitid
'weahavs/ 30

autonomy /5:'tonami/ 6, 61

back office outsourcing/bek ,of1s
‘aotsorsig/ 32

backer /'bekar/ 37

background/'bekgravnd/ 11,63

bad debts/bed dets/ 41

bail (someone) out/"beil avt/ 53

balance sheet/'balans [iit/ 39,41, 42

bandwidth /'baendwit6/ 33

banking crisis/'benkig kraisis/ 48

bank loan/b&nk laun/ 37

be chained to a desk/bi 'tfeind ta:
5 desk/ 1

be snowed under (with something)
/bi snaud 'anda/ 1

behavioural data/b1 heivjaral
‘deita/ 25

behavioural segmentation
/b1, hervjaral ,segmen‘terfan/ 26

believer/br'lizva/ 26

benchmark (someone) against
/'bentfma:k 3,genst/ 15

benchmarking/'bent fma:kin/ 15

benchmarking exercise/'bent f[ma:kip
‘eksasaiz/ 15

benefits /'benifits/ 37

best practice /best 'prektis/ 15

Big Brother/big 'brada/ 36

billing /'bilig/ 32

blocs /bloks/ 57

blog/blog/ 34

blogger/'bloga/ 34

blogosphere/'blogasfia/ 34
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board member/'bo:d ,memba/ 53
board of directors/ba:d av
di'rektaz/ 53
boast/baust/ 60
body/'bodi/ 46
body language /'bodi lzngwidsz/ 60
bond/bond/ 39
bond market/'bond ,ma:kit/ 39
bondholder/'bondhavlda/ 39
bonus/'bavnas/ 53
book value/'buk ,veelju:/ 41
boom and bust cycle/bu:m an 'bast
satkal/ 47
booming/'bu:miy/ 47
borrow/'borav/ 39
borrowing/'boraviy/ 47
bottom out/'botam avt/ 47
boundary/'baundri/ 6
BPO (business process outsourcing)
/,bizpit'av/ 32
brand/brend/ 28,41
brand awareness/brend
J'weanas/ 28
brand differentiation /breend
(difarenfi'erfan/ 28
brand dilution/brend dai'lu:fan/ 28
brand equity /brend 'ekwiti/ 28
brand extension /brend
1k'stenfan/ 28
brand identity /braend ai'dentati/ 28
brand image/brend 'imidz/ 28
brand loyalty /breend 'laralti/ 28
brand positioning/brend
pa'zifaniy/ 28
brand recognition/brend
rekag'nifan/ 28
brand stretching/breend 'stret 1/ 28
branding/'brendiy/ 28
breakdown/'breikdavn/ 6, 12
bribe /braib/ 49
BRIC countries/'brik \kantriz/ 55
bring a product to market/brin s
prodakt ta 'ma:kit/ 20
broadband access/'bra:dband
.&kses/ 33
browse the internet/'bravz 0a
,Intanet/ 33
bubble /babal/ 34, 48
bubble bursts/'babal ba:sts/ 34, 48
budget deficit/ badzit ‘defisit/ 47
budget surplus/ bad3it 'satplas/ 47
build a competitive advantage
/bild 2 kam'petitiv ad'va:ntids/ 18
bureaucracy/bjua'rokrasi/ 1
bureaucratic/,bjuara‘kratik/ 20
burn-out/'b3:navt/ 6



business continuity/'biznis
kontr'njuzati/ 22

business continuity plan/'biznis
konti,nju:ati plen/ 21

business cycle/'biznis satkal/ 47

business functions/'biznis
fankfanz/ 32

business interruption/'biznis
,inta'rap fan/ 23

business model/'biznts modal/ 7, 37,
38

business process outsourcing (8PO)/
biznis pravses ‘autsoisiy/ 32

business results/'biznis r1,zalts/ 14

buyin/bar in/ 30

buyer/'baia/ 18

buying habits/'barig thaebits/ 27

calculate likelihood /'kelkjalett
'latklihod/ 22
calculate odds/'kelkjsleit ndz/ 22
calculate probability/'kelk jalert
,proba'bilati/ 22
candidate/'keendidat/ 7
cap/kep/ 52
capabilities/ keipa'bilatiz/ 7, 32
capacity/ka'pesati/ 44
capital controls/'kaepital
kan'travlz/ 56
capital flows/'kapital flavs/ 56
captive plant/'keptiv pla:nt/ 30
capture/'keptfa/ 52
carbon capture/'ka:ban keptfs/ 52
carbon credits/'ka:bon kredits/ 52
carbon dioxide/'ka:ban
dar,nksaid/ 52
carbon footprint/ ka:ban
‘futprint/ 52
carbon levels/'ka:ban |levalz/ 52
carbon offsets/'ka:ban ,nf'sets/ 52
carbon sequestration/ ka:ban
sitkwes'trerfan/ 52
carbon trading/,ka:ban 'treidin/ 52
carbon-neutral/ ka:ban 'nju:tral/ 52
carcinogenic/ ka:sina'dzenik/ 51
career ladder/ka'ria 'leda/ 3
career move/ka'rio mu:v/ 4
carry an item/‘kzeri an aitam/ 41
cash/kef/ 41
cashinflow/kz [ 'inflov/ 43
cash outflow/ka [ 'aotflov/ 43
cashflow/'ke [flav/ 44
cashflow problem/'ke [flau
problam/ 43
cashflow statement/'ke [flau
stertmant/ 39,43
cautious/'ka:fas/ 22
central bank/'sentral bepk/ 47

CEO (chief executive officer)
/,stiit'au/ 53
CFO (chief finance officer)
/sizef'au/ 39
chaebol/'t feibal/ 19
chairman/'t feoman/ 53
chairwoman/'t fea,woman/ 53
challenging /'t feelind31n/ 63
charge/t fa:d3/ 41
chatroom/t et ruim/ 25,34,35
chief executive officer (CEQ) /t fi:f
1g'zekjativ ofisa/ 53
chief finance officer (CFO) /t fi:f
'fainens ofisa/ 39
child labour/t faild 'leiba/ 50
churn/tf3:n/ 24
civil liberties/'s1val 'libatiz/ 36
client contact/klaiant 'kontekt/ 1
climate change/'klaimat tfeind3/ 49,
50, 51, 52,59
climate treaty/'klaimat tri:ti/ 52
cluster/'klasta/ 30
coach/kaut[/ 8
coachee/kau't[i/ 8
coaching/'kaut i/ 7,8
code/kaud/ 36
code of conduct/kaud av
'kondakt/ 49
code of ethics/kaud av ‘eBiks/ 49
COGS (cost of goods sold)/kngz/ 40
collaborate on/kas'lebarert pn/ 35
collaboration/ka lzba'retfan/ 34,35
collaborative site/ka'lebarativ
sait/ 35
collect the data/'kolekt da 'derta/ 25
collective intelligence/ka lektiv
in‘telidzans/ 35
combination/ kombi'neifan/ 35
come up with/kam ap wid/ 1
commission/ka'mifan/ 37
commitment/ka'mitmant/ 7,9, 14, 16
commodity/ka'modati/ 57
common purpose/ koman 'p3:pas/ 9
communication
/ka,mju:ni'keifan/ 23,24,34
commute/ka‘mju:t/ 1
counuting/ka'mju:tin/ 6
compwQy intranet/'kampani
'intronet/ 35
compensation for contribution
/,kompan'seifan fa
kontri'bjuzfan/ 7
competing/kam'piztin/ 17
competing bids/kampi:tip 'bidz/ 17
competing offerings/kampi:tip
'nfarinz/ 17
competing products/kampi:tin
‘prodakts/ 17

competing suppliers/kampi:tir)
sa'plaiaz/ 17

competing technologies/kampi:tin
tek'noladziz/ 17

competitive/kam'petitiv/ 17

competitive advantage
/kam,petitiv ad'va:ntidz/ 17,18

competitive benchmarking
/kam petitiv 'bentfma:kin/ 15

competitive edge/kam,petitiv
‘ed3/ 4,17,32

competitive forces/kam petitiv
'farsiz/ 18

competitive position/kam petitiv
pa'zifan/ 17

competitive pressure/kom,petitiv
'‘prefo/ 17

competitive price/kam petitiv
‘prais/ 17

competitive product/kam,petitiv
‘prodakt/ 17

competitive strategy/kam petitiv
'streetodzi/ 17,18

competitive threat/kom petitiv
‘Oret/ 17

competitor/kam'petita/ 17

Completer Finisher/kam'pli:ta
'finifa/ 9

components/kam'pavnants/ 12,30, 31

computer chip/kam'pju:ta tfip/ 33

computingcosts/kam'p ju:tin
kosts/ 55

computing power/kam'p ju:tin
pava/ 33

concentrate on/'konsantreit on/ 19

concentrated/'konsantreitid/ 19

confidentiality/ konfiden{i'elati/ 26,
27,36

confirm/kan'f3:m/ 64

conflict of interests/ konflikt av
'intrasts/ 46

conformance to specification
/kan formans ta spesifi'keifan/ 12

conformity to specification
/kan'formati ta spesifi‘kerfon/ 12

confrontrisks/kan'frant risks/ 22

confrontational/,konfran'teifanal/ 61

congenial/kan'd3zi:nial/ 60

conscientiousness
/. kontfi'entfasnas/ 10

consistency/kan'sistantsi/ 12

constitute/'’konstitju:t/ 65

constrainer/kan'streina/ 10

consult/kan'salt/ 3

consultancy service/kan'saltansi
s3:vis/ 4

consultation/,konsal'tetfan/ 2,5

consumer behaviour/kan,sju:ma
br'heivja/ 27
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consumer borrowing /kan,sjuima
'boraviy/ 47

consumer profile /kan,sjuima
‘pravfail/ 27

consumer spending /kan,sjuima
'spendin/ 47

contact /'kontakt/ 60

containerization
/kan,teinarai'zeifan/ 55

content /'kontent/ 35,38, 51

content provider /,knntent
prav‘vaida/ 38

contingency plan /kan'tind3antsi
plen/ 21

continualimprovement
/kan,tinjual im'pruzvmant/ 13

contract (v)/’kan'trekt/ 47

contraction /kan'trekfan/ 47

contractor /kan'trekta/ 4

convenience /kan'vi:nians/ 24

converge /kan'va:d3/ 21

conversion /kan'va:fan/ 26

convertibility /kan,va:ta'bilati/ 56

convertible /kan‘va:tabal/ 56

cook the books /'kuk 3a buks/ 46

cooperation /kav,opa'reifan/ .10

co-operative /kau'pparativ/ 57

Coordinator /kav'a:dinerta/ 9

copy-protected /,kopipra'tektid/ 38

copyright /'kopi,rast/ 38

copyright protection /'kopirait
pratekfan/ 38

copyright theft /'kopirait ,0eft/ 38

core activities /ko:r &k'tivatiz/ 4

core business /ko: 'biznis/ 19

core competences /ka:
'kompitansaz/ 32

core competencies /ko:
'kompitansiz/ 18,32

core competents /ka: 'kompitants/ 8

corporate board /'ko:parat ba:d/ 53

corporate citizen /ka:parat
'sitizan/ 49

corporate collapse /'ka:parat
ka'leps/ 46

corporate culture /'ko:parat
'kaltfa/ 32

corporate governance /ko:parat
‘gavanans/ 53,54

corporate intranet /ka:parat
'intranet/ 35

corporate social responsibility (CSR)
/kasparat saufal
r1,sponsa'bilati/ 49,51

corporate sustainability /'ko:parat
sa,steina'bilati/ 54

corporation tax / ko:par'eifan
teks/ 40

corruption /ka'rapfan/ 49

cost leadership /kost 'lizdafip/ 18

cost of goods sold (COGS) /knst av
gudz 'sauld/ 40

cost savings /kost 'seivigz/ 32

cost-effective / kosti'fektiv/ 4

cover /'kavar/ 22

crash /kref/ 48

create brands /kri'ert brendz/ 28

creative (adj) /kri'ertiv/ 20

creative (n) /kri‘ertiv/ g

creative project /kri‘eitiv
‘prodzekt/ 37

creativity / krizer'tivati/ 1

creator /kri'eita/ 38

credit crunch /'kredit krant[/ 48, 55

credit period /'kredit piariod/ 43

creditterms /'kredit t3:mz/ 43

creditor /'kredita/ 42

crisis /'kraisis/ 21

crisismanagement plan /kraisis
'ma&nid3mant plen/ 21

criteria /krar'tisria/ 7,13

CRM (customer relationship
management) /,siair'em/ 27

CRM software package /si:a:irem
'softwea pazkids/ 27

CRM solutions /siairem
sa'luifanz/ 27

crop failure /'krop feilja/ 58

cross-border capital flows
/krosbaida 'kaepital flavz/ 56

crowd intelligence /kraod
in'telidzans/ 35

crowdfunding /'kraud,fandin/ 37

crowdsourcing /'kravdsazsiy/ 35

CSR (corporate social responsibility)
/,sizes'a:/ 49,51

cultural differences /'kalt faral
difarantsiz/ 10, 60

culture /'kaltfa/ 7

culture intervention /'kalt[a
Jnta'venfan/ 7

currency /'karansi/ 47

current assets /karant '@sets/ 41

current liabilities /karant
laia'bilatiz/ 42 )

current trends /'karant tréndz/ 4

currently /'karantli/ 65

customer allegiance /kAstamor
9'lizdzans/ 24

customer and product /'kastamar an
‘prodakt/ 54

customer approval /'kastamar
a'pruival/ 12

customer base /'kastoma \bers/ 24

customer cost/'kastoma kost/ 24

customer defection /'kastama
di,fekfan/ 24
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customer delight /'kAstama
dilart/ 12,24

customer dissatisfaction /'kastama
dissatis,fekfan/ 24

customer expectations /'kastomar
ekspek,teifanz/ 12

customer experience /'kastomar
1k, sprarions/ 23

customer focus /'kastama favkas/ 24

customer loyalty /'kastoma laialti/ 24

customer orientation /'kastoma
orien,teifan/ 24

customer relationship management
(CRM) /'kastamari,leifanfip
manidamant/ 27

customer retention /'kAastoma
ri,tenfan/ 24

customer satisfaction /'kastoma
saetis faekfon/ 13, 14,24

customer solution /'kAstoma
s3,lu:fan/ 24

customer-facing services
/. kastamafersig 's3ivisiz/ 32

cut-throat competition /katOraot
Jkompa'tifon/ 17

cybercrime /'saibakraim/ 36

cybercriminal /'saibakriminal/ 36

damage the core brand /'d&mid3 0o
ko: brend/ 28

data analysis /'deita a,nzlosis/ 27

data management /'derta
,ma&nidzmant/ 27

data mining /'deita ,mainiy/ 27

data protection /'deits pra,tekfan/ 27

data warehouse /'deita ,weshaos/ 27

data warehousing /'derta
weahavziy/ 27

database /'dertabeis/ 27

deal with uncertainty /di:l wid
An'saitanti/ 22

dealings /'di:linz/ 49

debtburden/det 'ba:dan/ 56

debt forgiveness /det fa'givnas/ 56

debt load /'det laud/ 56

debt reduction programme fdet
ri,dakfan 'pravgrem/ 56

debt relief /'det rili:f/ 56

debt rescheduling /det
rir'fedjuilin/ 56

debt restructuring /det
rir'straktfarin/ 56

debt service /'det s3:vis/ 56

debtor /'deto/ 41

decision-making process
/di's13anmeikin pravses/ 2

decisiveness /di'saisivnas/ 10

decline /di'klain/ 47

default /drifa:lt/ 48



default on/dr'fo:lt on/ 48
defect (n) /'di:fekt/ 12
defect (v) /di:'fekt/ 24
defects per million/ di:fekts p3:
'miljon/ 15
defend a market /difend s 'ma:kit/ 16
deference /'defarans/ 60, 62
deferential /,defa'renfal/ 60
define the problem /di'fain da
‘problom/ 25
define the research objectives
/dr'fain da ri'sa:tf ab'dzektivz/ 25
deflation /dr'flerfan/ 48
deforestation /di:,for1'sterfan/ 51
delegate /'deligert/ 3
delegation/ delr'geifan/ 3
deleverage /di:'lizvarid3/ 44,48
Delphimethod /'delfi me®ad/ 21
demand/di'ma:nd/ 48
demographic/,dema'grefik/ 25
demographic changes/,dema‘graefik
'tfeind31z/ 11
demographic segmentation
/ dema'grafik segmen'terfan/ 26
denial of service attack /dinaral av
's3ivis atek/ 36
depletion of natural resources
/dr'plizfan av 'nzet faral
ri'za:siz/ 59
depreciate /d1'pri:fiert/ 41
depreciation /d1,prizfi'e1fan/ 40,41,
43
depression /d1'prefan/ 47
de-stress /di:'stres/ 6
detailed proposal/,di:teild pra'pa
vzal/ 61
devaluation / dizveelju'erfan/ 56
develop the research plan /di'velap 82
ri's3:tf plen/ 24
developing country /d1,velapin
'kAntri/ 55
development aid /dr'velopmant
eird/ 58,59
development process
/di'velopmant ,prouses/ 20
development project
/dr'velopmant ,prodzekt/ 58
differentiate / difa'renfiert/ 26
differentiation /,difarenfi'eifon/ 18,
28
digital rights management (DRM) /
did3ital rarts ‘menidzmant/ 38
digital watermark /did3ital 'wo:ta
ma:k/ 38
digitalized /'did31talaizd/ 38
digitized /'did31taizd/ 38
dignity at work policy/dignati at
'watk polasi/ 11
digressions /dar'grefanz/ 61

diplomacy /di'plaumasi/ 61

directapproach/direkt a'praut [/ 61

directexport /direkt 'ekspo:t/ 29

directinvestment/direkt
in'vestmant/ 29

directive /dr'rektiv/ 31

disband /dis'bend/ 8

discharge /'dist fa:d3/ 51

disciplinary procedure /,disa'plinari
prausi:dza/ 2

discipline /'disaplin/ 2

discriminate against/d1'skriminert
3'genst/ 11

discriminatory /dir'skriminatari/ 11

dismantle/dr'smantal/ 31,57

disorganized/d1'so:ganaizd/ 60

disposable income /dispauzabal
'ipkam/ 47

disposal/di'spauzal/ 19,31

dispose of /dr'spauz av/ 19,51

dispose of waste/dispauz av
‘weist/ 51

dispute resolution /dispju:t
reza'lu:fon/ 10

disruption/dis'rapfan/ 37

dissatisfaction /dis,s&tis'fekfan/ 3

dissertation/,disa'terfan/ 63

distance /'distans/ 60

distribute/,distri'bju:t/ 45

distribution /,distri'bju:fon/ 30

distribution channel/ distri'bju:fon
tfenal/ 23

diverse workforce /darva:s
'watkfors/ 11

diversity/dar'va:sati/ 11

diversity initiative /dar'v3:sati
1,nifativ/ 11

diversity management/dai'v3a:sati
,ma&nidzmoant/ 11

diversity programme /dar'va:sati
,praugrem/ 11

diversity statement/dar'va:sati
,stertmant/ 11

diversity strategy /dar'va:sati
,straetadzi/ 11

diversity training /dar'va:sati
tremig/ 11

divest/dar'vest/ 19

divestment/dar'vestmoant/ 19,45

dividend/'dividend/ 39, 40, 42

dividendpayout/,dividend
'peravt/ 45

dividend per share/dividend p3:
‘feal 40,45

DJS! Stoxx/,di:d3eles'ar stoks/ 54

DJSI World / di:dzeres'ar wa:ld/ 54

Doharound/'dauha: raund/ 57

dominate/'dominert/ 20

dominate a market/dominert 3
'ma:kit/ 16

donor country/dauna 'kantri/ 58

dotcom bubble/dotkom 'babal/ 34

Dow Jones Sustainability indexes/
dau d3ounz so,steina'bilati
indeksiz/ 54

download/daun'laud/ 33, 38

downshift/'daunfift/ 6

draw conclusions /dra:
kan'klu:zonz/ 25

driver/'draiva/ 10

DRM (digitalrights management)
/,diza:r'em/ 38

drop out/'drop aut/ 20

drought/draut/ 52

dual nationality/'dju:al
,nzfan'zlati/ 63

dump/damp/ 57

earnings/'3:nigz/ 40, 44,45

earnings per share (EPS)/3:nipz p3:
‘feal 40,45

earthquake /'3:0kweik/ 58

EBITDA (earnings before interest, tax,
depreciation and amortization)
/,i:bit'da/ 44

eco-friendly/'izkau,frendli/ 51

economic bubble/,izkanomik
'babal/ 48

economic cycle/,izka'nomik
'satkal/ 47

economic development/,itkanomik
di'velopmant/ 58

economic growth/izkanomik
‘graul/ 5,47

economic output/,izka'nomik
'autput/ 55

economic risk/izka'nomik risk/ 22

economic stability/izka,nomik
sta'bilati/ 47

economic value/,itka'nomik
'veelju:/ 59

edit/'edit/ 34

education/,edzu'kerfan/ 11

EEA (European Economic Area)
/ itiz'el/ 57

efficient/1'fifont/ 23

effluent/'efluant/ 51

effort-reward imbalance/efat ri'wo:d
imbalans/ 6

EFQM Excellence Model
/izefkjuzem 'eksalons modal/ 14

El (emotionalintelligence) /i:'a1/ 10

electronic reader/ elek'tronik
'rizda/ 26

electronic trail/elek,tronik 'trell/ 36

electronic watermark /elek,tronik
'wortomatk/ 38
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eliminate risk /i'liminert risk/ 22

elimination of variation /ilimineifon
av veari'elfan/ 12

emergency relief /im3:dzansi
ri'li:f/ 58

emergingindustry /im3:d3ig
'indastri/ 20

emissions /1'mifanz/ 52

emit/I'mit/ 52

emotional /I'maufanal/ 10

emotional competencies /1, mavfanal
‘kompitansiz/ 10

emotional intelligence (El) /1,maufanal
in'telidzans/ 10

emotional quotient (EQ) /1, maufanal
‘kwaufant/ 10

empathy /'empabi/ 10

employability /im,plora'biliti/ 4

employable /im'ploiabal/ 4

employee /im'ploti/ 2, 5

employee involvement /imploti:
m'volvmant/ 12

employment and community
/im'ploimant an ka'mju:nati/ 49

empower /im'pava/ 3

empowerment /im'pavamant/ 2, 3

enabler /i'neibla/ 10, 14

encourage competition /in karid3
kompa'tifan/ 17

encrypt /in'kript/ 36

encryption /in'kripfan/ 36, 38

endanger /in'deind3a/ 49

engagement /in'gerdzmant/ 9

enhance brands /in'ha:ns brendz/ 28

enquire /in'kwaia/ 64

enquiry /in'kwaiari/ 64

enrich a database /in'rit[ 2
'dertabers/ 27

entrant /'entrant/ 19

entrepreneur /,ontrapra‘'ns:r/ 22, 37

environment /in'vairanmant/ 18, 49

environmental issues
/invairan,mental 'tfu:z/ 51

environmental management
/invairan,mental 'ma&nidamant/ 13

environmental pollution
/invaisan,mental pa'lu:fan/ 49, 51

environmental protection
/invairan,mental pra'tekfan/ 49

environmental regulation
/invairan,mental regja'letfan/ 51

environmentalrisk /in,vairan'mental
risk/ 22

environmental value /invairan,mental
‘veeljui/ 59

environmentally sustainable
/invairan,mentali s3'sternabal/ 13

epidemic /,ept'demik/ 58

EPS (earnings per share)
/,ipit'es/ 40,45

EQ (emotional quotient) /i:'kju:/ 10

equalbasis/ itkwal 'beisis/ 61

equal opportunities / itkwal
ppa'tjuinatiz/ 11

equal opportunities policy /itkwal
ppa'tju:natiz polasi/ 11

equality /t'’kwolati/ 11

equity-based /'ekwiti beist/ 37

establish /1'stablif/ 20

establish a foothold in a market
/1,staeblif o 'futhsvuld in
5 ,ma:kit/ 16

establish a toehold in a market /
1,steblif 5 'tavhauld 1n
5 ma:kit/ 16

Estimate-Talk-Estimate /'estimat ta:k
'estimat/ 21

ethical behaviour/,eBikal
br'hervja/ 49

ethical dilemma /,e01kal dai'lema/ 49

ethical investment fund /,eB1kal
in'vestmant fand/ 54

ethicalissue /,eB1kal '1fu:/ 49

ethical lapse /,eB1kal 'leeps/ 49

ethical stance /,e01kal 'sta:ns/ 49

ethical standard /,e01kal 'steendad/ 49

ethically managed company /,eBikali
,ma&nid3d 'kampani/ 54

ethics /'eBiks/ 49

ethnic minority /,eOnik mai'norati/ 11

ethnicity /e@'nisati/ 11

European Economic Area (EEA)
/juara,pizan ,itka'nomik ‘earia/ 57

evaluate outcomes /1,veljuert
'avtkamz/ 14

evolve /1'volv/ 21

exceed expectations /1k'si:d
.ekspek'teifanz/ 12,24

exceptional items /1k,sepfanal
‘aitomz/ 40

excess /'ekses/ 22

exchange rate /iks't feind3 reit/ 47

exclusive agent /1ks klu:siv
‘erdzant/ 29

executive compensation /1g,zekjativ
,kompan'seifan/ 53

executive director /1g,zekjativ
dai'rekta/ 53

executive education /1g,zekjstiv
edzu'ketfan/ 7

executive pay /ig,zekjativ 'pel/ 53

executive remuneration /1g,zekjativ
ri,mju:na'reifan/ 53

expansion /1k'spenfan/ 47

expectation gap /,ekspek'tetfan
gap/ 46

expectations/,ekspek'teifanz/ 24
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experiencer /1kspiarionsa/ 26

experimental research /iksperi,mental
ri's3:tf/ 25

expertise / eksp3s:'tizz/ 32

export /1k‘'spo:t/ 51

export manager /'ekspo:t
;menid3a/ 29

external factor /1k sta:nal 'fekta/ 18

external social networking site /
1k'st3:nal 'saufal 'netwaikig
sait/ 34

externalization
ik, st3:nalar'zerfan/ 35

fab plant /'feb pla:nt/ 30

factory /'fektori/ 30

fair trade /fea 'trerd/ 57

Fairtrade mark /fea'trerd ma:k/ 57

fall below expectations /'fo:l bi,lou
.ekspek'terfanz/ 24

false accounting /fa:ls o'kauntin/ 46

family-owned businesses
/'feemaliaund 'biznisiz/ 19

famine /'feamin/ 58

farm out /fa:m 'aot/ 32

FASB (Financial Accounting Standards
Board)/,eferes'bi:/ 46

fat cat /'faet ket/ 53

fault /fo:lt/ 12

FDI (foreign direct investment)
/efdi'ai/ 56

features (n) /'fiztfaz/ 12

feedback /'fi:dbzek/ 7, 37

ferocious competition /fa,ravfas
kompa'tifan/ 17

fierce competition /f1as
Jkompa'tifan/ 17

file sharing /fail 'fearin/ 38

finance/'fainens/ 39

finance department /'fainzns
di,pa:tmant/ 39

finances /'fainensiz/ 39

financial /far'nenfal/ 39, 54

Financial Accounting Standards
Board (FASB) /fai,nzn[al 5 kaontin
'steendadz bo:d/ 46

financial bubble /fai,nenfal
‘babal/ 48

financial market /fai,nen /sl
'ma:kit/ 47

financial performance /far,nenfal
pa‘formans/ 39

financial reporting /far,nenfal
ri'patig/ 39

Financial Reporting Council (FRC) /
far,nenfal ri'portig kauvnsal/ 46

financial results /far'nan[sl
ri'zalts/ 39

financial risk /far'nenfal risk/ 22



financial statement/fai,nan/sl
'stertmant/ 39

financial year /far,naenfal 'jia/ 39

financier /far'nensia/ 39

financing/'faiensin/ 39

finished goods/ finift 'gudz/ 31,41

firewall /'farowa:l/ 36

first mover advantage /f3:st ,mu:var
ad'va:ntidz/ 20

fit for purpose/ fit fa 'pa:pas/ 13

fit intervention /fit ,inta'venfan/ 7

fixed assets /f1kst '@sets/ 41

flagship brand /'fleeg[1p breend/ 28

flexibility / fleksi'bilati/ 1, 37

flexible job market/ fleksibal 'dzob
,ma:kit/ 5

flexible working / fleksibal 'wa:kin/ 5

flood /flad/ 52,58

fluent/'fluzant/ 63

focus (n) /'fauvkas/ 18

focus group /'faukas gru:p/ 20,25

follower /'folaua/ 20

forecast /'forka:st/ 21

foreign direct investment (FDI) /,forin
direkt in‘vestmant/ 56

foreign exchange crisis /,forin
iks'tfeind3 kraisis/ 56

forming/'formin/ 9

formulate strategy / fo:mjalert
‘stretadzi/ 16

forum/'foiram/ 34, 35

forward flow /fa:wad 'flou/ 31

fossil fuel /'fosal fjuzal/ 52

foster creativity /,fosta
krizer'tivati/ 20

foster innovation/ fosta
Jna'veifan/ 20

four Cs /fo: 'siiz/ 24

4G/ far'd3ziy/ 33

four Ps /fo: 'piiz/ 23

fragmented /freeg'mentid/ 19

framework /'freimwa:k/ 14

fraud /fro:d/ 46

FRC (Financial Reporting
Council)/ efa:'si:/ 46

free movement of capital /fri:
'mu:vmant av 'kaepital/ 55

free trade /fri: 'treid/ 55,57

free trade areas/fri: treid 'esrioz/ 57

freelance/'fri:la:ns/ 4

freelancer /'fri:la:nsa/ 4

from cradle to grave /fram 'krerdal ta
greiv/ 31

front office outsourcing /frant ,ofis
'autsorsig/ 32

FTSE4Good /futsifa‘gud/ 54

full contribution /ful
kontri'bju:fan/ 61

full report and accounts /ful r1'pa:t
and s'kaunts/ 39

full-blown economic crisis/ ful'blaun
Jtka'nomik kraisis/ 48

functional benchmarking/ fap[anal
'bentfma:kip/ 15

functions/'fapkfonz/ 31

fund/fand/ 37

futurist /'fjust farist/ 21

futurologist/ fju:t [3'rolad3ist/ 21

futurology/ fju:t[a'rolad3i/ 21

GAAP (Generally Accepted Accounting
Principles) / dzi:erer'pi:/ 46

GAFTA (Greater Arab Free Trade Area)
/'geftsl 57

gallopinginflation/‘geelapip
in'flerfan/ 48

GDP (gross domestic product)
/,d3zi:di:'pi:/ 55

GDP per capita/d3i:di:, pi: p3:
‘kepita/ 55

gearing/'grarin/ 44

genderequality /'d3endar
i'kwolati/ 59

gender stereotyping/'dzenda
'steriautaipin/ 11

general expenses /,d3enaral
ik'spentsiz/ 40

Generally Accepted Accounting
Principles (GAAP) /. dzenarali
ok,septid a'kauntip
prinsapalz/ 46

generate /'dzenareit/ 43

generate cash /,dzenareit 'kaef/ 44

generate cashflow /,d3enarert
'ke[flav/ 44

generaterevenue/ ,d3zenareit
'revanju:/ 34,38

generic brand /d3s,nerik 'breend/ 28

generic standards /d39,nerik
'steendadz/ 13

generous /'dzenaras/ 58

gesture/'dzest[a/ 60

get off the point/get of da 'paint/ 61

getonwellwith/get on 'wel wid/ 1

gig economy/'gig 1,konami/ 37

give notice /giv 'nautis/ 5

glass ceiling/gla:s 'si:lig/ 11,60

global brand /'glaubal brend/ 29

global economy/,glaubal
1'’konami/ 55

global ecosystem/,glaubal
'izkau,sistam/ 59

global offerings/,glaubsl 'ofarigz/ 29

Global Positioning System (GPS)
/,glaubal pa'zifanipg ,sistam/ 33

global temperatures /,glaubal
'temprat [9z/ 52

global warming/,glaubal 'wo:mipg/ 51,
52

globalization/,glaubaslar'zeifon/ 55

globalize /'glaubalaiz/ 32

glocalization/,glaukalar'zerfan/ 29

glut/glat/ 57

GNI (gross national income)
/. dziten'al/ 55

GNP (gross national product)
/,d3izen'pi:/ 55

good corporate governance/ ,gud
ko:parat 'gavanans/ 53, 54

good practice/gud 'praktis/ 14

goodwill /gud'wil/ 41

governance and stakeholder
/'gavanans an 'steik,havlda/ 54

governance body/'gavanans
,bodi/ 53

government spending/,gavenmant
'spendiy/ 47

GPS (Global Positioning System)
/,d3zi:pit'es/ 33

Greater Arab Free Trade Area (GAFTA)
/,greata &rab fri: treid 'earia/ 57

greenissues/'gri:n ,1fu:z/ 51

greenhouse effect/'griznhaus
1,fekt/ 52

greenhouse gases/ gri:nhaus
'gaesiz/ 52

greenwash /'gri:znwo]/ 51

gross domestic product (GDP) / graus
do,mestik 'prodakt/ 55

gross national income (GNI) /,graus
.n&fanal 'ipkam/ 55

gross national product (GNP) /,graus
.n&[anal 'prodakt/ 55

ground rules/graund ru:lz/ 61

growers/'gravaz/ 57

growth shares /'grauf feaz/ 45

hacker/'haka/ 36

hand over /hend ‘auva/ 62

handheld/'h&ndheld/ 33

handling/'haendlig/ 30

hands-on/h@nz'on/ 1

hands-on experience /h@nz,on
ik'spiarians/ 35

hard skills/ha:d 'skilz/ 10

harm competition/ ha:m
kompa'tifan/ 17

harmony/‘*ha:mani/ 61

health and safety record/hel6 an
'seifti reko:d/ 50

health and well-being/hel8 an
,wel'birig/ 59

heavily indebted/ hevili in'detid/ 44

Heavilyindebted Poor Countries
(HIPCs)/,hevili in,det1d 'po:
kantriz/ 56
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heavily leveraged / hevili
'lizvaridzd/ 44

heavy workload / hevi ‘wa:klaud/ 6

helpful /'helpfal/ 23

hierarchical /,haia'ra:kikal/ 3

hierarchy /'haiara:ki/ 3

high entry barriers /har ,entri
'baeriaz/ 19

high flier /hai ‘flaia/ 8

highly geared / haili ‘giad/ 44

highly informed /,hatli in'fo:md/ 23

highly leveraged /*haili 'lizvaridzd/ 44

highly motivated / haili
'maotivertid/ 23

high-risk /,hai'risk/ 48

hijack /'haid3z®k/ 36

HIPCs (heavilyindebted poor
countries) /,eit faipi:'si:s/ 56

hire and fire /haiar an 'faia/ 5

hit it off with /hit 1t 'of wid/ 1

hits /hits/ 34

hold on a database /havuld on 2
'dertabers/ 27

home-work balance /havm watk
'‘baelans/ 6

home-work imbalance /havm wa:k
im'bzlons/ 6

homeworker /'haom,w3:ka/ 6

homogenous /ha'mod3anas/ 29

hospitality /,hospi'telati/ 60

hot-desking /,hot'deskin/ 1

hotspot /*hotspot/ 33

house prices /'haus praisiz/ 47

household waste /,havshaold
'weist/ 51

housing bubble /'havzig babal/ 48

housing market /'havzig ,ma:kit/ 47

however/hav'eva/ 66

human/'hju:man/ 54

human resources /,hju:man
ri'zasiz/ 13

human risk /'hjuzman risk/ 22

humanitarian aid
/hjur,menitearian ‘erd/ 58

hygiene factors /*haidzi:n ‘fektaz/ 3

IAS (International Accounting
Standards) /,alel'es/ 46

identity theft /ar'dentati Beft/ 36

idle /'aidal/ 30

illegal downloading /1,li:gal
daon'laudiyg/ 38

image /'1mid3/ 21

IMF (International Monetary Fund)
/,atem'ef/ 56

impactonsociety/,impzkt on
sa'salati/ 14

implementation
/,implimen'teifan/ 16

Implementer/'1impli, ments/ 9

impose /im'pavz/ 2

improviser /'impravaiza/ 60

impulse /'tmpals/ 10

in contact with /in ‘kontekt w10/ 23

in employment /in im'ploimant/ 47

incentive /in'sent1v/ 53

inclusion /in'klu:zan/ 11

income distribution /,igkam
distri'bju:fan/ 55

income leverage /'inkam
Jlizvaridz/ 44

income shares /'inkam feaz/ 45

income statement /'igkam
,stertmant/ 40

incur risks /in'k3:r risks/ 22

indebted /in'detid/ 44

independence /,indi'pendans/ 6

independent board member /
ind1,pendont 'bo:d ,memba/ 53

index /'indeks/ 54

indirect export /ind1,rekt 'ekspa:t/ 29

individual (n) /,ind1'vidzusl/ 9

induction /in'dakfan/ 7

industrial revolution /in,dastrial
reval'u:fan/ 52

industrial waste /in,dastriol
'weist/ 51

industrialization
/in dastrialai'zeifan/ 55

industrialized country /in dastriolaizd
'kantri/ 55

industry /'indastri/ 18

industry competitor /,indastri
kam'petita/ 18

infect /in‘fekt/ 36

infiltrate /'infiltreit/ 36

inflation /in'fleifan/ 47

inflexibility /in,fleksa'bilati/ 5

inflows /'inflavz/ 56

influence /'influans/ 10

information /,infa'mei1fan/ 46

information overload /infa,meifan
"auvalaud/ 35

information sharing /infa'mei fan
Jearig/ 34

information technology (IT)
outsourcing /,infa'meifan
tek'noladsi 'aotsoisig/ 32

infrastructure /'infra,strakt s/
52,58

infrastructure project /'infrastraktfa
,prodzekt/ 56

infringe copyright /in'frind3
'kopirait/ 38

inhibit competition /in'hibit
kKompa'tifan/ 17

in-house /,1n‘havs/ 4, 19,32, 63

initiative /t'n1fativ/ 10
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innovation /,1ina'veifan/ 35

innovator /'inouverta/ 20

input /'inpot/ 13

inquire /in'kwaia/ 64

inquiry /in'kwaiari/ 64

inshoring /'info:rin/ 32

insourcing /'1insazsig/ 32

instability /,insta'bilati/ 56

install /in'sta:l/ 36

instant messaging /,instant
'mesid3in/ 34

institutional investor /inst1,tju:fanal
m'vesta/ 54

insurance cover/in'fa:rans 'kavor/ 22

insurance policy/in'[a:rans
'polasi/ 22

insurancepremiums /in' [a:rans
'pri:zmiamz/ 22

insure against risks /in'[o:r a'genst
riskz/ 22

insurer /in'[a:rar/ 22

intangible /in'tend3abal/ 23

intangible assets /in taznd3abal
‘®sets/ 41

integrateinto/'intigreit ,inta/ 30

integrity /in'tegrati/ 10,49

intellectual capital /inta lekt jual
'kepital/ 35

intellectual property /int3,lekt jual
'propati/ 38

intellectually stimulating
/,inta'lektjuali stimjoaleitin/ 63

intelligence quotient (IQ) /in'telid3ans
Jkwaoufant/ 10

intense competition /in,tens
kompa'tifan/ 17

intensify /in'tensifar/ 17

interact /'intaraekt/ 26

interactive /,intor'aktiv/ 34

interdependence /,intad1'pendans/ 55

interest/'intrast/ 26,39

interest cover /'intrast \kava/ 44

interest payable /,intrast 'peiabal/ 40

interest payment /'intrast
.permant/ 42

interest rate /'intrast reit/ 47,48

interimresults/ intarim ri'zalts/ 39

interims /'intarimz/ 39

intermediate technology /int2,mi:diat
tek'nolad3i/ 58

internal benchmarking /in,t3:nal
'bent fma:kiy/ 15

internal factor /in,t3:nal 'feekta/ 18

internalsocialnetworkingsite /
n,t3:nal sa0f3l 'netwaikin sait/ 34

internalization /in,t3:nalar'ze1fan/ 35

International Accounting Standards
(IAS) /int3,n&fanal a'kavntin
stendadz/ 46



International Monetary Fund (IMF) /
inta,nafanal 'mant tari fand/ 56

International Organization for
Standardization/,inta'nz [anol
,o:ganai'zeifan fa
stendadai'zerfan/ 13

International Organization of
Securities Commissions (I0SCO)
/,inta'nz [amal ,o:ganai'zelfan av
sr'kjoaratiz ka'mifanz/ 46

International Standards /inta,n&[ansl
'steendadz/ 13

internet ratings agency/,intanet
‘reitinz ,eidzantsi/ 34

internet security /,intanet
st'kjuarati/ 34,36

internet TV/ intanet ti:'viy/ 33

internet usage /'intanet ,ju:sidz/ 26

interoperability /intar,opara‘biliti/ 34

invade a market /in,veid s 'ma:kit/ 16

inventory /'invantri/ 31

investment fund /in'vestmant
fand/ 54

investment ratio /in'vestmant
reifiau/ 44

Investors in People/in,vestaz in
'pi:pal/ 14

Investors in People Standard /
in,vestaz in 'pi:pal ,stendad/ 14

invoicing /'invoisin/ 32

involved/in'volvd/ 24

involvement/in'volvmant/ 24

10SCO (International Organization
of Securities Commissions)
/,aipsk'au/ 46

1Q (intelligence quotient) /ai'k ju:/ 10

irreversible environmental damage
/irt,v3:sabal invairan,mental
'demidsz/ 59

isolated /'aisaler tid/ 6

issue/'1fu:/ 39

IT (information technology)
outsourcing /al'ti: 'aotso:sip/ 32

iterative /'itarativ/ 21

job creation /d3pb kri'e1fan/ 5

job flexibility /,d3ob fleksi'bilati/ 5

job for life /dzpb fa 'laif/ 4

job insecurity /d3pb ,insi'kjoarati/ 5

job protection /,d3ob pra'tekfon/ 5

job rotation /,d3pb ra'teifan/ 7

job satisfaction /,d3ob
setis'fekfan/ 1, 2

job sharing/'d3pb ,feariy/ 5

jobs market/'d3pbz ,ma:kit/ 47

jointventure/,d3oint 'ventfa/ 29

just-in-time /d3astintaim/ 30

kaizen /'kaizen/ 13

key indicator /ki: 'indikeita/ 47

key people /ki: 'pizpal/ 8

key player /ki: 'ple1a/ 17,19

killer app / kilar '&p/ 34

knowledge base/'nolid3 beis/ 35

knowledge creation /,nolid3
kri‘eifan/ 35

knowledge process outsourcing (KPO)
/,nolid3 ,pravses 'avtsoisin/ 32

knowledge worker /'nolid3
watka/ 44

kowtow /kau'tav/ 60

KPO (knowledge process outsourcing)
/ keipiz‘au/ 32

Kyoto Protocol/ kjautau
'prautakol/ 52

labour costs /'leiba kosts/ 40

labour exploitation / leibar
eksplor'teifon/ 50

labour standards /,leiba
'stendadz/ 50

lack of focus/lzk av 'fovkas/ 61

lack of management support/lzk av
,m&nid3zmantsa'pa:t/ 6

latest trend/ leitist 'trend/ 25

law enforcement agency /lo:
in'faismant eidzansi/ 36

LDC (less-developed country)
/eldiz'siz/ 55

leadership /'li:dafip/ 14,53

learn by doing/,13:n bai 'du:ig/ 35

learning organization /'13:n1p
,oiganai,zeifon/ 35

leisure time /'le3s taim/ 60

lender/'lenda/ 39

lending /'lendin/ 39

less-developed country (LDC)
/lesd1,velapt 'kantri/ 55

let (someone) go/ let 'gav/ S

leverage /'lizvoridz/ 44

liabilities / lara'bilatiz/ 42

liberalization /,libaralai'zeifan/ 56

license(v) /'laisans/ 29, 38

licensing agreement/'laisansin
9,grizmoant/ 29

licensing arrangement /'laisansig
3,reindzmant/ 29

licensing deal /'laisansip di:l/ 29

licensing pact /'laisansig pakt/ 29

lifelong learning / laiflop '13:nip/ 4

lifestyle /'laifstail/ 26

light-touch regulation /lait tatf
regjo'leifan/ 48

living standards /'livig ,st&ndadz/ 55,
59

loaded/‘laudid/ 33

loan /laun/ 39,48

logging /'lngig/ 51

logistic /1a'dzistik/ 31

logistical /la'd3istikal/ 31

logistical challenge/l5,d3istikal
‘tfehindz/ 31

logistical difficulty /Ia,d31st1kal
‘difikalti/ 31

logistical hurdle /la,d31st1kal
'ha:dal/ 31

logistical nightmare/l3,d31stikal
'naitmea/ 31

logistical obstacle/ls,d3istikal
'pbstakal/ 31

logistical problem /l3,d31stikal
‘problom/ 31

logistician /lpd3zis'tifan/ 31

logistics/la'd31stiks/ 30,31

logistics outsourcing /13,d31stiks
'autsaisig/ 32

long hours/lpg 'avaz/ 1

long-term bank bonds /lpg, t3:m
'‘baegk bondz/ 42

long-term bank loans/log,t3:m 'bagk
launz/ 42

long-term interests /Ipg,t3:m
'intrasts/ 59

long-term liabilities /log,t3:m
laia'bilatiz/ 42

look and feel /luk an fi:l/ 12

loss /lps/ 40

lost customer analysis/lpst ,kastama
a'nzlasis/ 24

low entry barriers /lav 'entri
Jberisz/ 19

low risk appetite/lau risk
‘®patait/ 22

loyalty card /'lo1al ti ka:d/ 19, 24, 26,
27

maintain a competitive advantage
/mein'tein o kam'pe titiv
ad'va:ntidz/ 18

maintain brands /mein'tein
brendz/ 28

make a claim/meik 2 kleim/ 22

make forecasts /,meik 'fa:ka:sts/ 21

make or buy decision/metk o: bai
di'sizon/ 19

make (someone) redundant /meik
ri‘dandant/ 4,5

make up /meik 'Ap/ 65

maker /'meika/ 26

malicious software /ma,l1fas
‘snfwea/ 36

mall intercept /moa:l 'intasept/ 25

malware /'ma&lwea/ 36

management board /'m&nid3mant
bo:d/ 53

management level /'manidzmant
Jlevall 3
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management support /,manidzmant
sa'poit/ 6

manufacture /,menja'faekt [/ 29

manufacturing capacity
/menja‘fekt farig ko, paesati/ 30

manufacturing jobs
/manja'fekt farig ,d3obz/ 30

manufacturing operations
/maenja'fekt [arig opa,reifanz/ 30

manufacturing plant
/manja'fakt forip pla:nt/ 30

manufacturing process
/maenja'faekt [ariy pravses/ 30

manufacturing productivity
/menja'fekt fariy
prodak,tivati/ 30

manufacturing sector
/menja'fekt foriy sekta/ 30

mapping /'meapiy/ 33

market /'ma:kit/ 25

market intelligence /,ma:kit
in'telidzans/ 25

marketresearch/ ma:kitri'sa:t [/ 25

market research firm /, ma:kit ri'ss:tf
fa:m/ 25

market share/'ma:kit fea/ 19

market value /,ma:kit 'veelju:/ 4]

marketing /'ma:kitig/ 32

marketing mix /'ma:kitig miks/ 23, 25

marketing plan /'ma:kitig plen/ 25

marketing research /'ma:kitig
ri,s3:tf/ 25

marketing research firm /'ma:kitig
ri's3:tf fa:m/ 25

mass collaboration /,mas
kaleba'reifan/ 35

mass customization /,;maes
kastomai'‘zeifan/ 27

materials /ma‘tiarialz/ 13

maternity leave /ma't3:nati li:v/ 5

mature /ma‘tjua/ 20

maximize shareholdervalue
/,maksimaiz ,feahavlda
'veelju:/ 45

measurable objective /, me3arabal
ab'dzektiv/ 13

meet expectations /mi:t
.ekspek'teifanz/ 24

mentee /men'ti:/ g

mentor /'mento:/ 8

mentoring /'mentarig/ 8

mentorship /'mentafip/ 8§

Mercosur /'m3:kaosu:a/ 57

merge /m3:d3/ 19

mergers and acquisitions /'m3:d3az
ond @&kwr'zifanz/ 19

metadata /'metadeita/ 35

middle-income country /, midal,igkam
'kantri/ 55

middlemen /'midalmen/ 57

mini-Delphi /, mini‘delfi/ 21

minimal supervision /,minimal
suipa‘vizon/ 63

minimize risk /'minimaiz risk/ 22

minimum wage /,minimam
‘werds/ 37

minor player /,maina 'ple1a/ 17

misleading information /mis'li:din
Jinfa'meifan/ 46

mission statement /,mifan
'steitmoant/ 16

mission-critical /,mifon'kritikal/ 8

mitigate risk /'mitigeit risk/ 22

mobile app /'mauball @p/ 37

mobiledevice /'maubail di,vais/ 33

mobility /ma‘bilati/ 7

model /'modal/ 14

moderator /'modareita/ 25

modest/'modist/ 60

Monitor Evaluator /,monitar
I'veljuterta/ 9

monopoly /ma‘nopali/ 17

Moore’s law /'m2:z {5:/ 33

morale /ma'ra:l/ 2

moreover /ma:r'avval 66

mortgage /'mo:gid3/ 47,48

mortgage bubble /'mo:gid3 ,babal/ 48

motivation /,maoti'veifan/ 2, 10

motivator factor /'maotiveita
[faekta/ 3

mourning /'ma:nig/ 9

multitasker /malti'ta:ska/ 60, 63

mystery shopper /,mistari '[ppa/ 25

NAFTA (North American Free Trade
Area) /'nefta/ 57

nationalization of assets
/nefanalar,zeifan av ‘@sets/ 21

native speaker /'neitiv 'spitka/ 63

natural disaster /,net [aral
di'za:sta/ 58

navigate /'nevigeit/ 33

negligence /'neglidzans/ 22

nervousbreakdown /,n3:vas
‘bretkdaon/ 6

net cash position /net 'kee[
pa,zifan/ 43

net cashflow from financing activities
/,net 'ka[flou from ‘fainensip
ek'tivatiz/ 43

net cashflow from investment
activities /,net ke ['floo from
in'vestmant &k, tivatiz/ 43

net cashflow from operations / net
ka['flau from ppar'eifanz/ 43

netincome /net 'igkam/ 44

netbook /'netbuk/ 33

network /'netw3:k/ 35
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networking /'netw3s:kip/ 62

nevertheless /,nevada'les/ 66

new product development /nju:
‘prodakt di,velapmant/ 20

newly industrialized country (NIC)
/,njuzlin,dastrislaizd 'kantri/ 55

NGO (non-government organization)
/,end3zi:'au/ 58

NIC (newly industrialized country)
/.enat'si:/ 55

niche /ni:J/ 18

NINJA mortgage /,nind3o
'mo:gid3/ 48

No two days are the same. /nau tu:
deiz a: 93 seim/ 1

non-authoritarian
/,npno:0ori'tearian/ 10

non-core /,non'ko:/ 32

non-core business /nonko: 'biznis/ 19

non-dictatorial /,nondikta'to:rial/ 10

non-exec /nonig'zek/ 53

non-executive director
/nonig,zekjativ di'rekta/ 53

non-government organization (NGO) /
non,gavanmant d:ganai'zeifan/ 58

non-native /non'neitiv/ 60

non-polluting energy source
/nonpa,lu:tip ‘enad3i sa:s/ 59

norming /'no:miy/ 9

North /no:0/ 55

North American Free Trade Area
(NAFTA) /,n2:0 a'merikan fri: treid
‘eoria/ 57

nuclear energy /,nju:kliar 'enadsi/ 59

objective /ob'dzektiv/ 16

observational approach
/pbza'veifanal 9,provt [/ 25

obsolete /'pbsali:t/ 12,41

occupation /,0kja'peifan/ 26

ODA (official development assistance)
/,audiz'el/ 58

odds /ndz/ 22

off the point /of &5 'point/ 61

offer /'nfa/ 23

offering /'pfarig/ 23

office politics /,nf1s 'polatiks/ 6

official development assistance (ODA)
/a,fifal di'velapmant 3,s1stans/ 58

offset /,of'set/ 52

offshore /,of'[2:/ 32

offshore outsourcing /of  fo:r
‘aotsoisin/ 32

offshoring /,of ' [a:rin/ 4, 32

omit the dividend /a'mit da
'dividend/ 40

one-to-one marketing /wanta,wan
'ma:kitin/ 27



online community /on,lain
ka'mju:nati/ 34

online focus group /on,lain ‘favkas
gru:p/ 25

online music store /on,lain ‘mju:zik
sto:/ 38

open up a market /,a0pan Ap 3
‘ma:kit/ 57

open-door policy /aupan,da:
'polasi/ 61

opening /'aupnin/ 63

operate at full capacity /,oparert at fol
ka'pasati/ 30,44

operate below capacity /'ppareit
bi,lau ka'pasati/ 30

operating performance /'oparertin
pa,foimons/ 44

operating profit /'bpareitig ,profit/ 40

operational /,ppar'etfanal/ 25

opinion /3'pinjan/ 26

opportunities /,ppa'tju:natiz/ 18

originality /o,ridzan'lati/ 1

out of work /aot av ‘watk/ 47

outflows /*avtflavz/ 56

outlet/'avtlet/ 23

outsource /'aotso:s/ 4, 30, 32

outsourcing /'aotsa:sig/ 32

overdraft /'auvadra:ft/ 42

overfarming /,auva'fa:mig/ 51

overfishing /,auva'fifig/ 51

overheating /,auva'hiztig/ 47

overlap /'duvalep/ 6

over-leveraged /,auva'lizvaridzd/ 44

overload /'auvaloud/ 36

overproduction /,suvapra'dakfan/ 57

oversight /'auvasait/ 46

overstate /,auva'steit/ 46

overvalued /,auva'velju:d/ 39

overworked /,o0va'wi:kt/ 6

owners’ equity /,aunaz 'ekwiti/ 42

P&L (profit and loss) account /,pizan’el
9,kaont/ 39,40
P2P (peer-to-peer) site /,pi:ta'pi:
'sart/ 38
page views /peid3 vju:z/ 34
panel of experts/ penal av
‘ekspa:ts/ 21
paperwork /'peipow3:k/ 1
parental leave /pa,rental 'li:v/ 5
participative /pa:'tisipativ/ 2
part-time worker /pa:t,taim 'wa:ka/ 5
pass the dividend /pa:s 03
‘dividend/ 40
password /'pa:swa:d/ 36
paternity leave /pa'ta:niti li:v/ 5
payoff /'peinf/ 53
pay out /pe1 aovt/ 22
payout/‘petaot/ 53

payroll /'peiraol/ 32

PE ratio (price-earnings ratio)
/pit'is reifiau/ 45

peak /pi:k/ 47

peer relationship /pio ri'letfonfip/ 3

peer-to-peer (P2P) site /piata'pia
sait/ 38

people /'pi:pal/ 23

people management /'pi:pal
,ma&nidzmant/ 14

people satisfaction /'pi:pal
setis fekfon/ 14

perceived quality /p9,si:vd
'kwolati/ 12

performance /pa'fo:mans/ 12,15

performance assessment
/pa'fa:moans 3,sesmant/ 7, 8

performance improvement
interventions /pa‘fa:mans
im'pru:vmant ,inta'ventfanz/ 7

performing /pa‘formin/ 9

perk /p3:k/ 1

personal growth /'p3:sanal 'gravd/ 3

phishing /'f1fin/ 36

physical assets / fizikal '®sets/ 41,44

physical evidence /,fizikal
‘evidans/ 23

pick up /pik ‘ap/ 47

pioneer /,paia'nia/ 20

piracy /'pairasi/ 38

pirate /'pairat/ 38

place /pleis/ 23

planning /'plenin/ 14, 16, 60

Plant /pla:nt/ 9

platform /'pletfo:m/ 34

play politics /,pler 'polatiks/ 6

points (n) /paints/ 27

policy /'polasi/ 3, 14

policy &strategy /'polasi an
‘stretadzi/ 14

pollutant /pa'lu:tont/ 51

pollute /pa'lu:t/ 51

pollution /pa'lu:fan/ 49

pompous /'‘pompas/ 60

portfolio theory /pa:t'faulisu
Biari/ 19

position /pa‘zifan/ 26,28

position brands /p3,zifan 'brendz/ 28

positionitself /pa,zifon 1t'self/ 28

position products /p3,zi[an
'prodakts/ 28

positioning map /pa‘zifonig map/ 28

positivediscrimination /,ppzativ
diskrimi'neifan/ 11

positive feedback /,ppzativ
'fi:dbaek/ 3

post /pavst/ 34

potentialentrant /pa,tenJal
‘entrant/ 18

poverty /'povati/ 59

poverty reduction/'povati
r1,dakJon/ 56, 58

predict /pri‘dikt/ 21

prediction /pri'dik fan/ 21

preliminary results /pri,liminari
r1'zalts/ 39

prelims /'pri:limz/ 39

present the findings /pri'zent da
'faindipgz/ 25

pressure group /'prefa ,gru:p/ 58

pre-tax profit / pri:teks 'profit/ 40

price-earnings ratio (PE ratio)
/prais '3:ninz reifiav/ 45

pricing /'praisin/ 23

primary data / praimari 'deita/ 25

principal /'prinsapal/ 39

print money /,print 'mani/ 48

prioritize /prai‘oritaiz/ 63

privacy /'privasi/ 26,27,36

proactive /,prav‘ektiv/ 60

probity /'praubati/ 49

process/'pravses/ 14,23

procurement /pra‘k joamant/ 30

producers /pra‘dju:saz/ 57

product /'prodakt/ 23

product positioning /,prodakt
pa'zifanin/ 28

production line /pra‘dak fon lain/ 30

professional development
/pra,fefonal di'velapmant/ 4

professional misconduct
/pra,fefanal mis'kondakt/ 49

profile /'pravfail/ 26,34

profit /'profit/ 39, 40, 44

profit after tax /,profit a:fta 'teks/ 40

profit and loss (P&L) account/ profit
an 'Ios 9,kavnt/ 39,40

profit on ordinary activities before tax
/,profit on ,o:danari &k, tivatiz
bi,for 'teeks/ 40

profitability /, profita'biliti/ 16,19, 44

profits /'profits/ 44

promotion /pra'maufan/ 23

property bubble /'propati babal/ 48

property market /'propati ,ma:kit/ 47

proportion /pra'pa:fon/ 51

proprietary /pra‘praratari/ 35

prosperity /prns'perati/ 47,55

prosumer/prau'sju:ma/ 35

protect/pra'tekt/ 38

protectbrands/pra‘tekt braendz/ 28

protectionism /pra'tek fonizom/ 55,57

proximity /prok'simati/ 60, 62

psychographics /,saika'grafiks/ 26

public relations disaster /,pablik
r1lerfanz di'za:sta/ 21

public relations exercise /,pablik
ri'lerfonz ,eksasaiz/ 50
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punctuality /,papkt fu'elati/ 60

purchasing /'p3:tfasip/ 32

put ideas into practice /put a1, diaz
into 'praektis/ 1

qualifications / kwolifr'keifanz/ 46
quality management/ kwolati
'manidzmoant/ 13
quality management system
‘manid3zmoant sistom/ 13
quality of life / kwolati av' laif/ 6
quarter /'kwo:ta/ 39
questionnaire/ kwest[3'nea/ 25
quota/'kwauta/ 57

R&D (research and development)
/,arran'dii/ 20

race/reis/ 11

racial discrimination /'reifal
di,skrimi'neifan/ 11

racism/'reisizom/ 11

racist /'reisist/ 11

radioactivity/ rerdisvek'tivati/ 51

radio-frequency identification
(RFID) /,rerdiau frizkwantsi
ardentifr'kerfon/ 26

ramp up /remp ‘ap/ 30

rankings/'regkinz/ 34

rapport/rep'a:/ 1

ratings agency /'reitipz eid3antsi/ 48

raw materials/ro: ma'tiarialz/ 30,31,
41

raw talent /ra: 'tzlont/ 7

reach a consensus /riztf 2
kan'sensas/ 21

reach a trough / riztf 3 'trof/ 47

reafforestation / ri:o,fori'sterfan/ 51

real economy /rial 1'konami/ 48

real estate/'r1al 1,steit/ 47

real estate bubble /'rial 1,stert
babal/ 48

rebalance / ri:'blants/ 6

recession /ri'sefan/ 47

recipient/ri'sipiant/ 58

recognition /,rekag'nifan/ 3

recover /ri'kaval 47

recovery /ri'kavari/ 47

recruit the raw talent /ri'kru:t da ro:
‘telant/ 7

recyclable /,ri:'saiklabal/ 51

recycle/,riz'saikal/ 51

recycling /,riz'saiklig/ 31

red tape /red 'teip/ 1

redeem against /ri'di:m 3,genst/ 27

reduce risk /ri'd3u:s risk/ 22

reduce uncertainty /ri'd3u:s
AD's3itonti/ 22

redundancy payment /ri'dandansi
.peimant/ 5

refurbished / riz'f3:bift/ 31

refurbishment/ ri:'fa:bifmoant/ 31

regulate/‘regjaleit/ 46

regulation/,regja'leifan/ 37

regulator /'regjaleita/ 46,48

regulatory power /,regjalatari
'pava/ 46

regulatory requirements
/regja latari ri'kwalamants/ 13

regulatory risk /,regja'lertari risk/ 22

relationship-oriented /r1 lerfan ip
'orrientid/ 60

release /r'lizs/ 38

reliability /r1 lara'bilati/ 12

relocate/ ri:la'kert/ 63

remanufacturing
/,ri:zmaenja'fekt farig/ 31

remuneration /ri,mju:nar'eifan/ 53

remuneration committee
/rimjuznar'eifan ka,miti/ 53

remuneration consultant
/rimju:nar'eifan kan,saltant/ 53

remuneration package
/rimju:nar'eifan pekids/ 53

renewable energy source
/r1,nju:abal 'enad3i so:s/ 59

renewable resources/ri,nju:abal
ri'zoisiz/ 51,59

renewables /ri'nju:abalz/ 51,59

repackage /,ri:'pakid3/ 48

repair /ri'pea/ 31

repatriate /ri:'patrieit/ 56,57

repeat business/ri'pi:t 'biznis/ 24

reporting period /r1'pa:tig
p1ariad/ 40, 43

represent/ repri'zent/ 29,65

reputational risk/,repja'terfanal
risk/ 22

rescue/'reskju:/ 48

research and development (R&D)
/r1,s3:tf an di'velopmant/ 20

researchobjectives/r1,s3:t[
ab'dzektivz/ 25

researcher /ri's3:tfa/ 25

reserves /r1'z3ivz/ 42

resource /r1'zois/ 62

resource allocation /r1'za:s
®lo keifan/ 16

Resource Investigator /r1'zo:s
in,vestigeita/ 9

resource management /r1'za:s
,manidzmant/ 13

resources/ri'zo:siz/ 14,16

respond to changes/r1,spond ta
'tfeindziz/ 21

responsibility /ri,sponsa‘bilati/ 2, 3

results /ri'zalts/ 14

retail/ri'terl/ 30

retail sales/ rizteil 'seilz/ 47
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retailing/'rizterlin/ 30

retain/ri'tern/ 40

retained earnings/r1,teind
'sininz/ 40,42,45

retired /ri‘tarad/ 31

return on assets (ROA) /r1,t3:n on
‘®sets / 44

return on equity (ROE) /r1,t3:n on
‘ekwiti/ 44

return on investment (ROI)
/r1,t3:n on In'vestmant/ 45

reuse (n) /riz'juis/ 31

reverse engineering/r1,va:s
end3i'niarig/ 15

reverse flow /r1,va:s 'flav/ 31

reverse logistics /r1,v3s
15'd3istiks/ 31

reverse mentoring /r1,va:s
'mento:riy/ 8

review /r1'vju:/ 37

reward (n) /ri'wo:d/ 7,37

reward (v) /ri‘'wo:d/ 53

rewarding/,ri'woidin/ 1

rewards-based /ri'wo:dz beist/ 37

reworking/ri:'watkip/ 12

RFID (radio-frequency identification) /
arr.efar'di:/ 26

right first time /rait f3:st 'taim/ 12

rights/raits/ 29

rigid labour market/,ridzid ‘letba
,ma:kit/ 5

rising sea levels/ raiziy 'si:
Jlevalz/ 52

risk analysis /risk a'n&lasis/ 22

risk appetite /risk '&patait/ 22

risk-averse /'riska,va:s/ 22

risk avoidance /risk 9'voidans/ 22

riskexposure/risk 1k'spau3zar/ 22

risk factor/risk 'fektar/ 22

risk management /risk
‘'manidzmant/ 21

risks of overheating /risks av
,ouva'hiztiy/ 47

risk strategy /risk 'streetadzi/ 22

risk taker /risk 'terkar/ 22

ROA (return on assets) / airav'el/ 44

ROE (return on equity) /,a:rav'i:/ 44

ROI (return on investment)
/,arrav'al/ 45

role /raul/ 11

role ambiguity/,ravl mbi'gju:ati/ 6

royalties /'ro1altiz/ 38

run risks /ran riskz/ 22

rural economy/,ruaral 1'konami/ 55

salary /'szlari/ 3

sales/seilz/ 40

sales area/'seilz ,earia/ 29

sales process /'seilz ,prouses/ 23



sales support /'seilz sa,pa:t/ 23

salvage /'s@lvid3/ 31

sample /'sa:mpal/ 25

satellite navigation /'s@talait
navi,geifan/ 33

satisfaction / s@tis'fekfan/ 2

satisfy customer needs /'setisfar
'kastoma |ni:dz/ 12

SatNav /'setnav/ 33

scam /skem/ 36

scan /skan/ 26

scenario planning /s1'na:riou
Jpleniy/ 21

search engine /'s3:tf ,end3in/ 34

seat on the board /si:t pn da bo:d/ 53

SEC (Securities and Exchange
Commission) /,esi:'si:/ 46

secondary data /,sekandari ‘derta/ 25

securities /si'kjuaratiz/ 25,41, 48

Securities and Exchange Commission
(SEC) /s1,kjuaratiz oand 1ks'tfeind3
ko,mifan/ 46

security /sr'kjuarati/ 3

security details /sr'kjuarati
(dizterlz/ 36

seed money /'si:d ,mani/ 58

segment /'segmant/ 26

segmentation /'segmanteifan/ 26

segment-of-one marketing /,segmant
av 'wan ma:kitig/ 27

self-awareness /,selfa'wearnas/ 10

self-confident /,self'konfidant/ 10

self-employed contractor
/,selfim'ploid kan'trekta/ 37

self-regulation /,selfregja‘lerfan/ 10

self-starter / self'sta:ta/ 63

sell on /sel 'on/ 48

sense of achievement /sens av
9'tfirvmont/ 1

sensitivity /,sensi'tivati/ 10

separation of roles /,separ'eifon
av roulz/ 53

service (v) /'s3:vis/ 12

serviceability /,s3:visa'bilati/ 12

set up on your own /set Ap on joir
aun/ 4

setting /'setin/ 60

severe recession/si'viari'sefan/ 47

sex discrimination /,seks
diskrimi'neifon/ 11

sexism /'seksizom/ 11

sexist attitude /,seksist '@titjud/ 11

shakeout and consolidation /,fetkaut
an kansoli‘derfan/ 20

Shaper /‘feipa/ 9

share /feal 39

share option /'fear ,ppfan/ 53

share price /'fea ,prais/ 39

shareholder /*fea,haulda/ 39

shareholder value /'fea,haulda
‘velju:/ 45

shareholders’ equity /,fea,hauldaz
‘ekwitl/ 42,44

shareholders’ funds /, feahauldez
‘fandz/ 42

shares outstanding /' feaz
auvt,stendipg/ 45

sharing economy /fearip i'konami/ 37

sharpen /*fa:pan/ 17

shipping costs /' [1pip kpsts/ 55

short-term profit/fa:t t3:m ‘profit/ 59

shrink /frigk/ 47

sick pay /'sik per/ 5

signs of overheating /,sainz av
,uva'hittig/ 47

silence /'sailans/ 60

silicon chip /'silikan tf1p/ 30

sincere/sin's1a/ 60

situation of use / sitju‘eifan av
juis/ 26

Six Sigma quality /siks ,sigma
'kwolati/ 15

skip the dividend /skip da
'dividend/ 40

skunk works /'skapk ,w3:ks/ 20

slowdown /'slaudaun/ 47

slump /slamp/ 47

smallholders /'smo:lhauldez/ 57

smartphone app /‘sma:tfaun @&p/ 37

snoopinto /snu:p 'itu:/ 36

social and economic environment
/,saufal and ,itka'nomik
In'vairanmoant/ 21

social audit /,;saufal 'a:dit/ 50

social changes /,;saufal 't feind31z/ 11

social charges /,saufal 'tfa:d3iz/ 5

social class /,saufal ‘kla:s/ 26

social issues /,;saufal '1fu:z/ 50

social justice /,saufal 'd3astis/ 50

social networking /,saufal
‘netw3a:kin/ 34

social performance /,saual
pa‘farmans/ 50

social programme /,saufal
‘praugrem/ 50

social reporting /,saufalr1'pa:tin/ 50

social responsibility /,saufal
risponsa‘bilati/ 21,50

social skills/,saufal 'skilz/ 10

social value /,saufal 'veelju:/ 59

social welfare /,saufal 'welfea/ 50

socialization / saufslai'zeifan/ 35

socialize /'saufalaiz/ 34

socially responsible /,saufali
r1'sponsabal/ 50

socially responsible investment (SRI)
/,saufali r1,sponsabal
In'vestmant/ 54

soft landing /soft 'lendiny/ 47

soft skills /soft 'skilz/ 10

solar power /'saula pava/ 51,59

someone breathe down your neck
/'samwan bri:d daun jo: nek/ 1

South /sau@/ 55

spare capacity /spea ka'pasati/ 44

specialized forum /'spefalaizd
'forram/ 34

specification / spesifr'keifan/ 27

speculative bubble / spekjalativ
'babal/ 48

spot the raw talent /spot 89 ro:
'telont/ 7

spyware /'spaiwea/ 36

SRI (socially responsible investment)
/,esair‘ar/ 54

staffing /'sta:fig/ 7

stagflation /steg'fleifan/ 48

stake/stetk/ 37

stakeholder /'steik,haulda/ 14,49, 50

stakeholder theory /'steik haulda
Brari/ 50

standard/'steendad/ 46

standardsinstitute /‘stendadz
Jnstitjust/ 13

start-up /'staztap/ 37

statistical technique /sta,tistikal
tek'nitk/ 25

statutory requirements /,stet jotari
ri'kwaromants/ 13

stereotype /'steriataip/ 10

stereotypical /,steria'tipikal/ 11

stewardship /'stjuradfip/ 53

stickiness /'stikinas/ 34

sticky /'stiki/ 34

stiff competition /,stif
kompa'tifan/ 17

stifle competition /'staifal
Jkompa'tifan/ 17

stimulating /'stimjaleitip/ 1

stimulation / stimja'leifan/ 10

stimulation of growth
/stimja,le1rfon av 'grouf/ 56

stimulus package /'stimjalas
pxkidz/ 48

stock market /'stok ,ma:kit/ 39,47

stock option /'stok ,opfon/ 53

stocks/stoks/ 31,41

storage /'storrid3/ 30, 31

storm /sto:m/ 52

storming /'starmin/ 9

strategic acquisition /stra,ti:d3ik
&kwi'zifan/ 16,19

strategic decision /stra,ti:d3ik
di'sizan/ 16,45

strategic goal /stra,ti:d3ik 'gaul/ 16

strategic marketing plan
/stra,ti:d31k 'ma:kitig plen/ 25
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strategic move /stra,ti:dzik 'mu:v/ 16

strategic outsourcing /stra,ti:d3ik
‘autsoisiy/ 32

strategic partnership /stra,ti:d3ik
‘pa:tnafip/ 16

strategic success /stra,ti:d3ik
sok'ses/ 16

strategic vision /stra,ti:d3ik
'vizon/ 16

strategy /'straetadzi/ 14, 16, 54

stream /stri:m/ 33

strengths /strepBs/ 18

stress counsellor/stres 'kaunsala/ 6

stress factor /stres ‘fekta/ 6

stress industry /stres 'indastri/ 6

stress management /stres
'manidzmant/ 6

stress symptom /stres 'simtom/ 6

stressed /strest/ 6

stressed out /,strest 'aut/ 6

stressful /'stresful/ 1,6

stress-related illness /stresri lertid
‘tlnas/ 6

stringent /'strindzant/ 51

striver/'straiva/ 26

structure /'straktfa/ 20

structured group /'strakt fad
gru:p/ 21

struggler /'stragla/ 26

stuck in the middle /stak n &2
‘midal/ 18

subcontract (v) /,sabkan'trekt/ 32

subcontractor /,sabkan'trekta/ 32

subordinate /sa'ba:danat/ 2

sub-prime mortgage /sab,praim
'mo:gids/ 48

subsidiary /sab'sidiari/ 19

substitute /'sabstitju:t/ 18

succession planning /sak'sefan
Jpleniy/ 7

suit /su:t/ 8

super-talents /'su:pa,telonts/ 8

supervise /'su:pavaiz/ 46

supervision /,su:pa‘vizan/ 2,3

supervisory board /su:pa‘vaizari
bo:d/ 53

supplier /sa'plara/ 18,30

supplier-customer relationship
/sa,plaia kastoma ri'lerfanfip/ 13

supply chain /sa'plar ,tfein/ 30

supply chain management /sa,plal
tfern 'manidzmant/ 30, 31

support/sa'po:t/ 61

surf theinternet/'s3:f &5 ,intonet/ 33

surveillance /s3:'veilons/ 36

survey research /'s3:ver ri s3:tf/ 25

sustainability /sa,sterna'bilati/ 51,
54,59

sustainable /sa'sternabal/ 51

sustainable agriculture /sa'steinabal
‘grikalt far/ 59

sustainable development
/s3,steinabal di'velopmant/ 31

Sustainable Development Goals
/s9,sternabal di'velopmoant
gaulz/ 56

sustainable economic growth
/sa'steinabal i:ka'nomik graub/ 59

sustainable energy /sa'steinabal
‘enad3zi/ 59

sustainable farming/sa'sternabal
'farmig/ 59

sustainable fisheries/sa‘steinabal
'fifariz/ 59

sustainable forestry /sa'steinabal
‘foristri/ 59

sustainable level /sa,steinabal
'leval/ 47

sustainable livelihoods /sa'sternabal
'larvlihudz/ 59

sustainable seafood /sa'sternabal
‘sizfurd/ 59

sustainable transport /sa'sternabal
'trenspa:t/ 59

sustainable tourism /sa'sternabal
'tuarizom/ 59

sweatassets/,swet '@sets/ 44

sweatshop labour / ;swet [op 'letba/ 50

SWOT /swot/ 18

SWOT analysis/swot a'nalasis/ 18

tablet /'tzblat/ 33

tacit /'t &sit/ 35

tactful /'tektfal/ 10

tactical /'tektikal/ 25

tactless/'taektlas/ 60

tag/teg/ 26

take out insurance/tetk aut
m'[orons/ 22

takerisks/terk risks/ 22

takeover/'teik,suva/ 19

talent/'telont/ 7

talent manager/'telont ;menid3a/ 8

talent pool /'telant ,pu:l/ 7,8

talented /'telontid/ 7

tangible assets/ taend3abal '®sets/ 41

tap into/tep 'intu:/ 35

target/'ta:git/ 27

target group /'ta:git gru:p/ 26

tariff/'terif/ 55,57

task-oriented /,ta:sk'o:rientid/ 60

tax payable/teks 'perabal/ 42

TBL (triple bottom line)/ ti:bi:'el/ 59

team /tizm/ 9

team building /'ti:m bildiy/ 9

team dynamics /'tizm dar,nemiks/ 9

team effectiveness/'ti:m
1,fektivnas/ 9
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team effort /'tim efat/ 9

team leader/'ti:m lizdo/ 9

team learning/'ti:m I3:n1n/ 9

team management/'ti:m
,manidzmant/ 63

team performance/'ti:m
pa,formoans/ 9

team player /'tizm ,plera/ 9

Team Worker /'ti:m ,w3:ka/ 9

teamwork /'tizmw3a:k/ 1,9

technical durability / teknikal
'djuara‘bilati/ 12

technical specifications /,teknikal
spesifi'keifanz/ 13

technical support/ teknikal
sa'pait/ 32

technology /tek'nolad3i/ 20

telecommunications costs
/,telika,mju:ni'keifanz kosts/ 55

temp agency /temp ‘erd3ansi/ 5

temporary contract /,tempari
'kontrekt/ 5

temporary worker /,tempari 'w3:ka/ 5

test a hypothesis/ test 3
har'poBasis/ 25

the SECI model /09 ,esi:si:'al
modal/ 35

the workitself/da 'wa:k itself/ 3

theory X/,01ari 'eks/ 2

theory Y/,61ari ‘wair/ 2

Third World /63:d 'wa:ld/ 55

threats /Brets/ 18

3G/, Bri‘dzi:/ 33

360-degree analysis
/6ri: handradan,sixtidi,gri:
a'nazlasis/ 7

tidal power /'taidal pava/ 51,59

tied aid /tard 'erd/ 58

time off /taim 'of/ 1

time-waster /taim'weista/ 60

tonedown/taun 'davn/ 61

top management/top
‘menidzmant/ 13

top performers /top pa'foimoz/ 8

Total Quality Management (TQM)
/,tautal kwolati 'manidzmant/ 12

toxic assets/,toksik '@sets/ 48

toxic emissions/,toksik 1'mifanz/ 51

TQM (Total Quality Management)
/tizkju'em/ 12

track /trek/ 26

trade /treid/ 39, 52

trade balance /'treid ,balans/ 47

trade barriers /'trerd ,baeriaz/ 57

trade disputes /'trerd di,spju:ts/ 57

trade gap /'treid ,gep/ 47

trade liberalization /'trerd
libaralar,zeifan/ 55

trade surplus/'treid ,s3:plas/ 47



trade union /'treid ,ju:njan/ 5, 50

traffic /'trefik/ 26, 34

training and development /,treinig an
di‘velopmant/ 7

training effectiveness /,treinig
1'fektivnas/ 13

trait /treit/ 10

transaction cost analysis
/tren,zak [on kpst a'nzlasis/ 32

transparency /tren'sparansi/ 46, 49,
53,54

transparent /tran'sparant/ 49

transport /'tro:nspoa:t/ 30

trendsetter /'trend,seta/ 20

triple bottom line (TBL) /,tripal ,botam
'lain/ 59

Trojan horse/,trauvd3zan 'hois/ 36

trough /trof/ 47

true and fairview/tru: an fea
'vju:/ 46

turnover/'t3:n,auva/ 40

turn-taking /'ta:n,teikig/ 60

Two Sigmaquality /tu: ,sigma
'kwolati/ 15

Uberisation /u:baraizeifan/ 37

ultimate bottom line /,altimat ,botom
'lain/ 60

uncommunicative
/,anka‘'mju:nikativ/ 60

under (a lot of) pressure/,anda (3 Iot
av) 'prefa/ 6

under (a lot of) stress /,anda (2 Ipt av)
'stres/ 6

under licence /,ands 'laisans/ 29

understate /,anda'steit/ 46

undervalued /,anda'velju:d/ 39

undisciplined /an'disiplind/ 60

unemployed /,anim'ploid/ 47

unemployment /,anim'ploimant/ 5

unemployment benefits
/anim'ploimant benifits/ 5

unethically /,an'eB1kli/ 49

unfair trade practices /an fea 'trerd
,praktisiz/ 57

unfinished goods /an'finift gudz/ 41

unique users /ju:'nitk 'ju:zoz/ 34

United Nations Climate Change
Convention /ju:,nartid ,netfanz
‘klarmat tfeind3 koan,venfan/ 52

unnatural/an'nat faral/ 60

unsustainable /,Ansa'sternabal/ 56

unwieldy conglomerate /an,wi:ldi
kan'glomarat/ 19

upgrade /ap'grerd/ 31

upload /ap'laud/ 34

use your initiative /ju:z joir
1'nifativ/ 2

user-friendliness
/,ju:za'frendlinas/ 34

vacation time /ver'keifan taim/ 1

vagueness /'veignas/ 61

valuable outcome /,veljuabal
'‘aotkam/ 31

value for money /,valju: fa 'mani/ 12

valued/'veelju:d/ 2

values /'velju:z/ 26

verticalintegration /,va:tikal
mnti'greifan/ 19, 30

vet /vet/ 34

viable /'vaiabal/ 58

video-conferencing
/,vidiav'konfaransig/ 33

video-on-demand (VOD) /,vidiau on
di'ma:nd/ 33

video-sharing site /,vidisufearip
'sait/ 34

virtualorganization /'va:t fual
oigonai,zeifon/ 8

virtual shopping cart/,va:t fual '[ppig
ka:t/ 26

virus /'vararas/ 36

visible/'vizabal/ 62

vision/'vizan/ 16

visit/'vizit/ 34

visitor /'vizita/ 26

vlog /vipg/ 34

vlogger /vlpga/ 34

VOD (video-on-demand)/,vi:au'di:/ 33

volumeindustry /'volju:m
Jndastri/ 18

warehouse/'weahaus/ 30

warehousing /'weshaoziy/ 30

waste electrical and electronic
equipment (WEEE) /,weist
1,lektrikal an ilek,tronik
I'kwipmant/ 31

weaknesses /'witknasiz/ 18

wealth /wel6/ 58

wear out/wear 'avt/ 41

webcam/'webkem/ 33

website /'websait/ 26

website management company
/'websart ;manid3zmant
kampani/ 34

WEEE (waste electrical and electronic
equipment) /wi:/ 31

well-being /'wel bizigy/ 2

well-trained /wel'treind/ 23

West /west/ 55

Wi-Fi /'waifar/ 33

wiki/'wiki/ 34

win new business/,win nju:
'biznis/ 49

wind power /'wind pava/ 51,59

wireless LAN (local area network) /
waialas ‘len/ 33

wireless local area network (LAN) /
waialas |laukal earia 'netwa:k/ 33

withdraw from a market /wid,dro:
from o 'ma:kit/ 16

withdraw investment /wi1d'dro:
in'vestmant/ 56

word-of-mouth /,w3:dav'mav6/ 24

work from home /wa:k from haom/

work on your own /w3:k pbn joir
aun/ 1

work under someone /,w3:k 'anda
'samwan/ 2

workaholic /,w3:ka'holik/ 6

worker representation/,w3:ka
reprizen'teifan/ 50

working conditions /'wa:kip
kan'difanz/ 3, 50

work-in-progress
/w3a:kin'pravgres/ 31

work-life balance /wa:klaif
'‘baelans/ 6

works /w3a:ks/ 30

World Bank/wa3:ld 'b&nk/ 56

World Trade Organization (WTO)
/'wa:ld treid ,o:ganar'zeifan/ 57

worst-case scenario/,w3a:stkeis
s1'na:riav/ 22

write down /rait 'daon/ 41

write off/rait 'of/ 41

WTO (World Trade Organization)
/. dabalju:tiz'av/ 57

yield /jizld/ 45

zero defects /,zrorav ‘di:fekts/ 12,15
zero hunger /'z1arav 'haggar/ 59
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