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Introduction 

Who is this book for? 

Business Vocabulary in Use Advanced builds on the success of Business Vocabulary in Use

Intermediate. It is designed to help advanced learners of business English to improve their 
business vocabulary. It is for people studying English before they start work and for those already 
working who need English in their job. 
The emphasis is on language related to today's important, and sometimes controversial, 
business issues. 
You can use the book on your own for self-study, or with a teacher in the classroom, one-to-one 
or in groups. 

How is the book organized? 

The book has 66 two-page units. The first 59 of these are thematic and look at the vocabulary of 
business areas such as human resources, quality, strategy, logistics, IT, marketing, finance, 
corporate responsibility and the global economy. 
There are then three units which focus on the language of the skills needed for doing business 
across cultures. The final four units develop business writing skills. 
The left-hand page of each unit explains new words and expressions, and the right-hand page 
allows you to check and develop your understanding of the words and expressions, and how 
they are used through a series of exercises. 
There is cross-referencing between units to show connections between the same word or 
similar words used in different contexts. 
There is an Answer key at the back of the book. Most of the exercises have questions with only 
one correct answer. But some of the exercises, including the Over to you activities at the end of 
each unit (see below), are designed for writing and/or discussion about yourself and your own 
organization or one that you know. 
There is also an Index. This lists all the new words and phrases which are introduced in the book 
and gives the unit numbers where the words and phrases appear. The Index also tells you how 
the words and expressions are pronounced. 

The left-hand page 

This page introduces new vocabulary and expressions for each thematic or skills area. The 
presentation is divided into a number of sections indicated by letters: A, B, C, etc., with simple, 
clear titles. 
� In Business Vocabulary in Use Advanced, explicit reference is made to the business 
� material in the Cambridge International Corpus (CIC) - business pages of newspapers, 
business textbooks, and business meetings and discussions. The texts are stored in a database, 
which is searchable in various ways to reveal the patterns of business usage. The database has 
been exploited to identify typical word combinations found in the data, and there are notes 
about their relative frequency. 
As well as explanations of vocabulary, there is information about typical word combinations. 
Again, the CIC has been a prime source of information about these. 
There are notes on the relative frequency of different words, for example: 

Business Vocabulary in Use Advanced 



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

BrE: labour; AmE: labor 

BrE: trade unions; AmE: labor unions 

The right-hand page 

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

'Over to you' sections 

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

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

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

How to use the book for self-study 

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

How to use the book in the classroom 

Teachers can choose units that relate to their students' particular needs and interests, for 
example areas they have covered in coursebooks, or that have come up in other activities. 

Alternatively, lessons can contain a regular vocabulary slot, where students look systematically 
at the vocabulary of particular thematic or skills areas. 

Students can work on the units in pairs, with the teacher going round the class assisting and 
advising. Teachers should get students to think 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 9 



10 

, . . 
' ' 

. 
, ' 

. .· ' 

. 

. ... ' . ',, :··' : 

1 mhe wo,l<ing envir:or,meot · · . . . . :.. · . ; . 

My work is so rewarding 

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

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

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

I like the teamwork 

'I'm an aircraft engineer. I work on research and 
development of new aircraft. I love putting ideas 

into practice. I like working on my own, but it's also 
great being part of a team. I like the teamwork 

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

'Is there anything I don't like? I dislike days when I'm 
chained to a desk. I don't like admin and 
paperwork. Sometimes I feel I'm snowed under -

there's so much to do I don't know how to deal with 
it. And in a large organization like ours, there can be a 
lot of bureaucracy or red tape - rigid procedures -
that can slow things down.' 

I like the perks 

'I'm in luxury goods sales. I have some nice perks, 

like a company car. I have to meet demanding sales 
targets every month, so the work can be very 
stressful (see Unit 6). But I enjoy the flexibility that 
I have in working when I want to without someone 

breathing down my neck all the time. Unlike my 
husband, who has to travel into London every day, 
I don't have to commute to an office - I'm out seeing 
clients most of the time. My boss allows me to work 

from home when I'm not seeing clients. My office 
uses hot-desking, so when I do go into the office 
I use whichever desk is free. I only get two weeks a 
year vacation time. If there's a family emergency, 
I can take time off without having to ask my boss. 

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

Business Vocabulary in Use Advanced 



1.1 Complete the sentences with expressions from A opposite. 

1 Work that is satisfying and interesting is .............................................................................. and 

2 If you spend time 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 can say' ................ ............... .............. ............................... . 
6 and are when you have new and effective 

ideas that people have not had before. 

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

1.3 

1 I don't always like working with other people. I like ....................................................... ......... .............. . 
2 It's great to see what I learnt during my engineering course at university being applied in actual 

designs. I like ........................ ..................................................... . 
3 I hate it when there is a big stack of documents and letters on my desk that I have to deal with. 

I don't like and ............................................................................. . 
4 I love the when we all work together to create something new. 
5 It's rare, but sometimes when I come into the office and see a huge pile of work waiting for me, 

I feel 
6 When we see a new plane fly for the first time, we all feel a great 
7 I 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 

2 

3 

4 

5 

6 

7 

8 

9 

Our boss comes into the office four times a day to see what we're doing. She's always 

· Being on the train two hours a day to and from work doesn't bother me. I quite like

I start at 6 in the morning and finish at 8 in the evening. I work really ....... . 

Sometimes I work from home, sometimes in cafes and sometimes I go into the office. 
I really like the ... .............. . .... ...................... .. . 

She even works on holiday, so it doesn't really count as ... 

I hated working in an office. When there were family 'emergencies', I didn't like to ask for 

I'm a car salesman and I have to sell at least ten cars every month - it's very ...... ....... ............................... . 

When you work in a travel agency, getting free holidays is one of the ......................................... ........ ....................... . 

I sit at home all day working and never see anyone. I don't like ..................................................................................... . 

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? 

Business Vocabulary in Use Advanced 11 
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2 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 th¢y 
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 managemenfis participative -
employees take part in the decision-making 

process. They are given a sense of 
empowerment (see Unit 3). 

'We hope this feeling of empow�rment 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 energt-among employees. When everyone feels motivated, 
morale is good and there is a general feeling of well-being in the organization. This leads to 
improved job satisfaction.' 

Motivation 2 

Xavier is a factory manager: 

'I don't believe in all this talk about motivation. 
My subordinates - the people working under 
me -are basically lazy. They need constant 
supervision - we have to check what they are 
doing all the time. Some people think this is 
authoritarian, but I think it's the only way of 
managing. There have to be clear rules of 
discipline -you have to be able to 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. 
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2.1 Yolanda's employees are talking about her management style (see A opposite). Replace each 
underlined item with an expression from A, keeping the rest of the sentence as it is. Pay attention to 
the grammatical context. The first one has been done as an example. 

1 She knows exactly what's involved in our jobs. She makes us feel she understands the effort we 
make. vo..w.ed, 

2 She encourages us to do things without asking her first. 
3 The feeling among employees here is very good. We feel really involved and want to work towards 

the company's goals. 
4 We have a real sense of the idea that our efforts are important for the success of the company. 
5 We have a real sense of liking what we do and feeling good when we achieve specific goals in our 

work. 

2.2 Look at Band 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 policies and relationships with 

employees. Regrettably, McGregor's Theory Y was interpreted and promoted as a 

'one-best-way', i.e. Y is the best! Managers or aspects of their behaviour became 

labelled as Theory X, t�e bad stereotype, and Theory Y, the good. McGregor's ideas 

were much informed by Abraham Maslow's model of motivation. People's needs 

provide the driving force which motivates behaviour. Maslow's ideas suggested that 

worker dissatisfaction with work was due not to something intrinsic to workers but to 

poor job design, managerial behaviour and too few opportunities for job satisfaction. 

1 What have the long-term effects of McGregor's thinking been, according to the article? 
2 Which factors reveal whether a manager believes more in Theory X or Theory Y? 
3 Name two things that result from these factors. 
4 Did McGregor think that Theory X or Theory Y represented the best way of doing things? 
5 Who influenced McGregor's thinking? What did this thinker believe to be the main factor in 

determining people's behaviour? 
6 Is employee dissatisfaction due to something within employees themselves, according to this 

thinker? Why? I Why not? 

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. 
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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 

Note the spelling 
of career.

- Empowerment

14 

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. 
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3.1 Look at this job advertisement. 
DUVAL 
•/\1\JD · 

Match the underlined items (1-6) 
with the hygiene factors in A 
opposite. SMITH 

LEGAL TRANSLATOR 

ENGLISH-FRENCH 

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 a team of five 
translators (4) in line with the overall policies of the firm. 

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

Email CV to jmartin@duvalandsmith.fr 

3.2 Vanessa Holt got the job in the advertisement in 3.1 above. Three months later, she writes an email 
to a friend. Complete the gaps in the email using expressions from B opposite . 

••• 

From: vanessaholt@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 I don't get any 

(2) for the work I do - my boss never says anything. He 

never gives us any (3) for example, he never lets us deal 

with clients directly. I never get a sense of (4) 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 I want to stay. I think there must be better opportunities 

elsewhere for me to develop, and as (6) is important to me, 

I've decided to move back to the UK and look for a job there. 

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

All the best 

3.3 Complete this table with words from C opposite. 

Verb I Noun I Adjective 
empower empowered 

consultation consulted 
- hierarchical 

delegated 

Over to yc:,11

Describe your own organization, or one you would like to work for, in relation to Herzberg's motivator 
factors. 
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4 Employment and employability 
.Outsour�ing 

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. I thought I had a 
job for life. But then-one day the work was outsourced to a specialized IT company called IT 
Services (ITS), based in India. 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 i 

it would be more cost-effective - would cost less - to concentrate on their core activities - most 
important ones. 

'Luckily, the bank didn't make me redundant - I didn't lose my job - and I started working for ITS 
instead. At first I didr)'t know what to expect, but now I am very happy. We work with a lot of 
different clients - I'm a consultant and I 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�O[Ppany, bul that our up�to�date skills will 
mean that we will always be employable. Companies �nd governments talk about the importance of 
Ufelong learning- continuing to develop our knowledge by going on courses, reading, etc. 

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

Freelancers 

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

�ome 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 Vocobuloiy in Use Advone;¢d 



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

1 "It's shown us that you don't have to do D a in-house are evolving towards full 
everything in-house," he said. outsourcing. 

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

3 I'm an independent consultant in an area D c are disappearing as the country adjusts to 
where we consultants the internet economy. 

4 Insurance companies that usually D 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, such as jobs D to outsource to developing nations where 
for life, wages are lower. 

7 The economics of offshoring will force D g "Let's use the market to get the most 
multinational corporations cost-effective benefit." 

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

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

2 I love my new job. This is definitely the best 
. I 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 
....... .. .............. ....... ......... ................ ...... 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 _ � 
_,,."'�M'.Jf'C,...,.-� .... ., ........ ... �- "'"' ,._'!,;.�...:,,.,. ...... 

• Would it be possible to do your 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? 
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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 fle.xible 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. 

As a consequence, companies may look abroad for 

cheaper bases and workforces. 
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5.1 Which type of work or workers in A opposite is each of these people referring to? 

1 

2 

3 

I 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 I'll try and find something else. 

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

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

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

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

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

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

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

1 When companies talk about letting employees go, they make them redundant. 
2 One person's job flexibility might be another's job insecurity. 
3 In flexible job markets, hiring and firing is complex. 
4 Employee benefits are paid for through social charges. 
5 Rigidity is another word for inflexibility. 
6 When fathers take parental leave, this is called maternity leave. 
7 The cost of job protection might be higher unemployment. 

Over to 

• Is your country more like the US or France in its ways of working? 

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

- Stress

20 

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 

I
Stress and pressure are both countable and uncountable. You can 

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

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: 

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

d Fifty-seven per cent said that they feel lonely and isolated - out of contact with others because 
they don't have colleagues around them. 
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6.1 Match the two parts of the extracts containing expressions from A opposite. 

1 Having so many streams of instant 
communication leads to information 
overload. 

O a on stress management without addressing
the underlying organizational causes. 

2 Many companies are reacting to the 
problems of their staff experiencing stress 
by throwing training courses at them 

O b Such demands are becoming a major stress
factor at work. 

3 Those working in the stress industry are 
mostly genuine, well-meaning people. 

D c before they affect your physical or mental 
health. 

4 It's important to treat damaging stress 
symptoms 

5 Our stress counsellors are fully qualified to 
deal with the 

D 

D 

d effects of losing your job. 

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

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

1 

2 

3 

4 

5 

6 

Managers just don't seem to care about 
the stress we are under. 

I thought I was in charge of this, but Leila 
thinks she's responsibie. 

I left the office at eleven o'clock last night and 
I was back here at eight this morning - I can't go on like this. 

It's not so much the work hours - it's the intensity of 
the work and the pressure we are all under. 

He's not interested in finding the best solution to 
problems - he's just interested in scoring points. 

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

1 'Sometimes I wish I was working every day as part of a team in an office.' 
2 'Yes, I see much more of my children.' 
3 'Yes, my boss isn't breathing down my neck the whole time.' 
4 'I work in the living room, and the work is always there, waiting. I can't get away from it.' 

Over to __ 
.... �Jo���� 

• 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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7 Managing talent 1 

- Talent

-22 

People with special skills and abilities have talent 
(uncountable) or particular talents (countable). You cap also 

refer to the people themselves as talents. They are talented. 
Companies talk about managing and developing.their talent
pool - the talent that they have available in the organization.

Recruiting tal�nt 
Preston Bottger and Jean-Louis Bafsoux* pl}t the management of a company's talent under these 
headings: 

a Spot and recruit the raw t«d�nt -)ind and e�ploy Uintrained people. This requires identifying 
candidates -possiole recru.its -who match the neeqs of the business system and selecting those 
who are most li�ly to fit with .t°'eJirm's c1ultU:re -th� way it does things.

b Induction The r�cruits then need to be eaucated on)he key success factors of the business 
system and theirro.le within it. .... c : 

c Training arid d�elopmentA�er the ind�ctign' to the firm and its culture, training a.nd 
development ensure that the .employee lfas tl)e capabilities ,;- skills - necessary to get the 
job done. 

Managing tal�ht 
d Performa,.ce assessment -:- Jvaiu·atipn (see Unit �}j; is a seemingly simple concept, but it is 

difficult to carry�out without trem�ndous effq[t and �xpense;:Managers need a high degree of 
training in order to .,s�andardiz� .the appwach;so that all managers use the same criteria ..,. ways of 
judging their employees.. . .... ., - ,, .. ·. _ e Performance improvement inter,ventio,ns T.he purpose of these is to provide experiences to help
the person,incre.asI their capabilifies. Such e�perie�tes include:
• job rotation where employ�ef do qifferent job�;
• execut.ive �u�ation � mr�aiemen� �raining 

. 
J

·• 360-degree. analysis w�e,.r�t managers assess �rilp.loyees and employees assess their
managers, and this is followeg up with c�achi�g-;:- indivi,dual training (see Unit 8) 

Culture or.fit i�tel'Ventions ;r; aimed �t thcise wh;o cannot pr. will pot adapt to the company's 
culture;people are1given early .3n� forceMfeedba.�i<- information .on how they are doing, 

g Successio� pla
.
nning The chief human resources oijicer (CHRO) needs to plan the future $faffing

needs of tlie organization in. relati,on to its 9bjectives. Specifica!lY, the CHRO must identify ;and
provide the mapagers\.Vhb WiUfa�e over.and;.contipcue to put into practice the firm's business 
model -the w.aYS it makes>monej. . ·.•· . i > ;� . . . : • j 

• _ 

h Cc,mpens,tion.J�11 contribu,i<m Each e,mployee t:ia? a 'd.eal'with the company: the performance
of tasks in ·.exch

1
ange for rew�r�s -salary, in:rease?�.resp?nsibilities, etc. The CHRO overse�s this 

deal and e�sur�s t.hat it �orl<?·f i�ms exre�t .a lot from their:employees, in terms of perforplanc�,
commitment tbeliefjn and suppprt fdrfthe firm 71.iand mob�lity- moving to different jooS; in the 

. company. 

The CXO Challenge, edited by Pr�ston Bottgir, ruP, 2008. 



1 .1 Look at A opposite. Which of these uses of 'talent' is uncountable and which countable? 

1 I believe we have the talent available to grow and become a better business. 
2 Young talents have started to question old assumptions about how work is done. 
3 In markets where top talent is regarded as the determining factor, firms battle furiously for the 

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

1 .2 Match the examples (1-8) with the topics (a-h) in Band 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. 

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

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

4 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. 

5 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. 

6 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. 

7 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. 

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

Over to 

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 
10 per cent, who are encouraged to improve or leave the 
organization. Executives making judgements like this are 
talent managers.' 

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 

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

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

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 abou1: 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 Look at A opposite. Then complete the article with these expressions. You can use some expressions 
more than once. 

ABC approach 
core competents 

super-talent 
talent management 

talent manager 
talent pool 

• If the talent manager makes sure it is opera ted in a way tha t  is consistent with motivation, the
ABC approach seems to offer a way to discriminate within the pool of talented people those with
(1) ....... .. . ......... .. .......................... .. ...... . . : the (2) . It might well be useful for 
the (3) 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 identifying the broader talent. 
(5) ........................................................................... is essentially about identifyfng talented people, finding out what
they want and being prepared to give i t  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? Clearly, not the entire organization or we would be comparing the receptionist with the finance 
director. So it has to be a percentage of the managerial or professional staff. For some organizations, i t  
might make sense to say tha t  about 10 to 20 per cent o f  managerial-grade s taff  are potential future leaders 
and therefore the (7) ... . . . . .......... ..... . For other organizations, such as professional service 
firms, one would imagine that a far greater percentage are to be managed as 'the talent'. albeit perhaps 
with a small number identified as future key executives. So the (8) does not 
seem generally applicable as a way of defining the talent pool. 

8.2 Look at B opposite. On the staff of a magazine, are the following people 'creatives' or 'suits'? 
1 the finance director 
2 the journalists 
3 the photographers 

4 the editor-in-chief 
5 the head of HR 
6 the designers 

8.3 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 a long time, in which case she contacts them. 

2 Well-designed programs have been found to produce three times 
more behavioural changes than traditional training approaches. 

3 In this innovative.... . .. .... ...... .... . scheme, the leaders of a global firm engage with 
younger diverse talented individuals who lead the relationship, 
providing unique insight for the chief executive and top team into how things really are lower 
down the firm. 

4 To establish some degree of trust, many firms find it necessary to create conditions of 
confidentiality. The ........ ................. .................... ......... ....... can speak with the , of 
course, but not with the coachee's boss. 

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

Over to ,,,_ 
�.zc�-0.....-.. .... �zr,;o_r:S!��..nr� 

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

- Teams

26 

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 team produces 

dynamics the way the team works together 

effectiveness the degree to which the team produces results 

learning when people learn in teams rather than individually 
. 

Team players 
Meredith Belbin* has identified these type's of team rriembers or Team Roles: 

a The Implementer converts the team\ plah into"so�ething achievable. 
b The cqordinator is a confident member who sets objectives and defines team members' roles. 
c The Shaper defines issues, shapes ideas and leads�the action. 
d The Plant is a creative and imaginative perion who supplies original ideas and solves problems. 
e The Resource Investigator communicate} witnth� outside world and explores opportunities. 
f The Monitor Evaluator sees all the possiqilitie� evaluates situations objectively and sees what is 

realist�cally achievable. . . 
g The Team Worker builds the team, suppo:rts others. and reduces conflict. 
h The Completer Finisher meets deaqti12es, corrects,mistakes and makes sure nothing is forgotten. 

Stages-of team life 
The typical team goes through a seriesbf;stages: 

'= ,;, -
.::: 

a Formi!lg The group is anxious and feel� dependenJ oq a leader. The group tri.es to discover how it 
is going to operate and what the 'normal' waysiof working will be. 

b StormingThe atmosphere may be C>.n� of conflict petwe�n members, who may resist control from 
any onie person. There may be the f�eling'that the task cannot be achieved. 

c Norming At this stage, members of the group f�el closer together and the conflicts are forgotten. 
Mef'T'!bers of the group will start to sup�qrt eac� other. There is increasingly the feeling that it is 
possi�te to achieve the task. 

- -

d Perfor;ming The group is carrying ot.Jt the task (or 'Which it was formed. Members feel safe enough 
to express differences of opinion, in relati�n to 0th

.
�rs: 

e Mourning The group's work is finisffed, apd .its m�mbers begin to have pleasant memories of their 
activities and achievements., · -

ce;· ·.·c "'. c · .• 

*Monogem!nt Teams: Why They Succeed or Fail, But1;erworth.,.�infmann, 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. 

1 What is Sarah's job? 
2 Two types of meeting are mentioned. How often does each of them happen? 
3 How are knowledge work and administration different from manufacturing? 
4 What are the advantages of regular meetings? 
5 What negative things can regular meetings prevent? 
6 What is the advantage of the monthly meetings? 

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

1 Implementers are not interested in final results. 
2 Coordinators tend to take a leading, organizing role. 
3 Shapers tend to follow what other people say. 
4 Plants can be useful in providing new ideas when the team has run out of steam. 
5 Some Resource Investigators probably need to use the internet. 
6 Monitor Evaluators are not good at seeing all sides of a problem. 
7 Team Workers may help to defuse arguments between members. 
8 Completer Finishers are bad at finishing things on time. 

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-e) in C opposite. 

1 We had such a great time working together. 

2 

3 

4 

5 

We need to appoint a leader. 

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

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

Over to 
������:l�'tl:t,."N"t 

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

• Do you recognize the types in B opposite in your team? 

• What role do you usually play? 
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10 The right skills · 

28 

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 1980s1, and later 
developed by Daniel Goleman2 • He 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 

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

d empathy - avoiding the tendency to stereotype others - have unfair ideas about them not based 

on facts: being aware of cultural differences (see Units 60-62) 
e social skills - the ability to communicate and to relate to others: the use of influencing skills such 

as persuasion; cooperation .,.. working well with others; dispute resolution - the ability to solve 
arguments; good communication with others, including employees; listening skills; negotiation 

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

Emotional intelligence 2 
Other researchers3 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 

1 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 Look at A opposite. Were hard skills or soft skills mainly required at each of the following stages of a 

project to design insurance products? 

The project manager: 

1 employed someone with a doctorate in mathematics to work on risk probabilities 
2 gave three days off to a team member who said they had family problems at home 

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

4 dealt politely but firmly with a request by her boss to finish the project a month early 
5 did market testing of the product with a number of potential consumers of the product and 

analyzed the results on computer 

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

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

belong? 

1 ability to deal with others' emotions, especially group emotions 

2 behaving openly and honestly with others 

3 being guided by personal preferences in choosing goals and seeking out achievement 

4 capacity to start and manage change among people 

5 commitment 

6 controlling your stress by being more positive 
7 learning from your experiences 
8 retaining the ability to think clearly even when under pressure 

9 the ability to see other people's points of view and opinions 
10 understanding yourself, your strengths and weaknesses, and how you appear to others 

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

1 A: Annabelle really knows what her own strengths and weaknesses are. 
B: Yes, she's got great ....... ....................................... . 

2 A: Ben doesn't work particularly hard and he doesn't pay attention to detail. 

B: His problem is that he lacks .............................. . 

3 A: Sofia never does anything to upset anybody. 
B: I know. She has great ........................................ ....... . 

4 A: When Dan speaks, people listen. 

B: Yes, he has a lot of ........ round here. 

5 A: Ella has never done anything dishonest. 

B: You're right. She has a high level of 

6 A: Sam never puts off making decisions. 
B: That's true. He always acts with great ............................................... . 

7 A: Georgina really puts everything into her work - her job is the only thing that drives her. 

B: I wish I had her ................................................ . 

Write a description of the soft skills required for your job or one you 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, eti;.:. 

• 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 or_ganizations, women complain about the 
glass ceiling that allows them to get to a �articular level but no further. 

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

If someone is treated unfairly because o[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 rac_ist. 

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

In the US, affirmative action is when help is given in edl.llcation and employment to groups who 
were previously discriminated against. In f?ritain, affirmative action is known as equal 
opportunities. These actions are also callled positive discrimination in both countries. 

Some companies have an equal opportunities policy o�dignity at work policy covering all the· 
issues above, which is des_igned to increase equality.:.. t-rl;'ating people fairly and in the same way. 

Diversity 

Many organizations now aim for diversity in the workfQr�e, 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 wo;rkforce. 
(See Unit 50 for the impo�ance of diversity in social rep,rting.) 

Word combinations_ with 'diversjty' 

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 designed to put diversity into practice 
.2 

BrE: programme; AmE: program 
In connection with computers, program is always used. 
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11.1 Complete the table with words from A and B opposite. 

Noun Adjective Related noun 

age 

racist 

sex 

stereotype 

diverse -

discrimination -

equal -

ethnic -

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

1 When we first joined the company, our roles were : he was the marketing risk-

taker and I was the conventional accountant. 
2 housing policies confined Blacks and Latinos to neighborhoods close to 

industrial zones. 

3 'Hispanic' refers to people whose stems from a variety of Spanish-speaking 

cultures throughout Latin America and the Caribbean. 

4 They accused lenders in Los Angeles of 'systematic ' saying that blacks were 30 

per cent more likely to pay higher interest rates than whites. 

5 The notoriously computer industry rarely puts SO-somethings on permanent 

employment contracts. 

6 The issues that Lucy raised about in the military can affect women after they get 

out of the military as well. 

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

to its male-dominated board. 

8 Allowing employees to take unpaid leave to observe a religious or cultural holiday is one policy 

used to show that an organization encourages 

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

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

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

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

4 The company makes its diversity organizations that did not describe a diversity 
5 Affirmative action statements signal initiative. 

an organization's attention to race and D e 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 a car component 
company: 

'From the point of view of producers, quality can be 
seen in terms of conformity or conformance to, 

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

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

'We are also inspired by ideas of employee 

involvement - quality should be the concern of 
everyone in the company. 

'Like many ideas in relation to quality, these ideas were first developed in Japan as part of Total 

Quality Management (TQM), but they have been copied all over the world.' 

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

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

'Quality could be defined in terms of customer approval - recognition that we are satisfying 
customer needs and customer expectations. And if we exceed - go beyond - those expectations, 

there may even be customer delight - extreme satisfaction (see Unit 24).' 

- Widening the definition of quality

32 

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

a performance - how well the product performs its main function 
b features - additional pairts or characteristics that the product offers 
c reliability- how well the product continues to perform without breakdowns 

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

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 

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

12.2 

12.3 

O
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 

a Way of Life' hang across the bright facility where 

nearly 2,000 vehicles are built each day on neat 

assembly lines. 

Japan's respect for order has been fully 

transplanted to this TVS factory in the city of 

Hosur. Venu Srinivasan, the mild-mannered 

SS-year-old managing director and chairman of 

TVS, has indoctrinated the company with the 

Japanese management strategy ofTotal Quality 

Management (TQM). TVS's turnaround has hinged 

on principles of attention to process, consistency, 

transparency and employee involvement. 

TQM was launched at TVS in 1989 and is credited 

with reviving the ailing company. TVS rolled out 

923,000 motorbikes last year in India, with sales 

growing 19 per cent to reach about $900 million. It 

recently opened a factory in Indonesia and aims to 

globalize its business over the next few years. 

The scenario before and afterTQM reflects how far 

TVS has come in nearly two decades. Productivity, 

quality and sales have improved dramatically. 

Previously, the rate of'reworking' - remedying parts 

plagued by faults - was 15 per cent. That figure has 

fallen to 100 parts per million. 

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

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

3 Which two words are used for 'mistakes in manufacturing'? 

4 What is one of the aims of TVS in relation to these mistakes? 
5 What problem in the manufacturing process now affects 100 parts per million rather than 150,000 

as before? 

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

Memo From: Jacqueline Toubon To: 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 wont to satisfy customer needs. We want (1) them to be extremely happy. 

We wont to ovoid the situation where things ore not what customers were expecting; we wont (2) standards 
to be exactly as described. When the hotel does not come up to the description in the brochure, our clients ore 
extremely angry. This means (3) avoiding changes or differences in relation to what we promise. 

T hings may be better than customers thought they would get. For example, the food may be better This may be a 
way of going beyond (4) what customers were hoping for, but you must keep control of costs. 

Match the sentences {1-8) wi�h the points in C opposite {a-h). 

1 We guarantee five years or 200,000 kilometres of trouble-free motoring. 

2 No other brand gives better performance in this price category. 
3 It only requires servicing every 40,000 kilometres. 

4 It has beautiful lines. 
5 It has heated seats for the driver and the passenger. 

6 It has the latest engine technology. 
7 It goes from zero to 100 kilometres per hour in four seconds. 
8 Customer surveys give us top marks for quality compared to other leading car makes. 

What are some of the criteria for quality in your organization (school, company, etc.)? 
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13 Qualit1 stanclarrils · · · · · . ; . . : · !
- Standards and certification

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, indastry, 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' (see 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 partirnlar industries, for example 

ISO 9000-3 for computer software. 

singular: criterion

plural: criteria

- ISO 9000 and others

34 

The ISO 9000 standards put particular importance on: 

a the role of top 
management in setting 

policies for quality - top 

managers have to be seen 

to be involved in quality 

issues, not leaving this to 

middle management 

b statutory and regulatory 
requirements - for 

example, the car industry 

has to pay particular 

attention to safety and 

environmental laws, and 
standards in relation to the 

components that it uses 

c 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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13.1 Look at the expressions in A opposite and complete the table. 

1 

2 

3 

Verb 

certify 

standardize 

Noun{s) 
application 
certificate, 

Adjective 
applied 
certified 

' standardized 

13.2 Complete each sentence using the correct form of the word from the line with the same number in 
the table in 13.1 above. 
1 They told us to bring in ISO-approved consultants to check our operations and make our 

............................................... through them. 
2 The... .. . .. . . ... . ...... . .. process was very long and we had to provide vast amounts of 

documentation before we could be ................................................ . 
3 Now we can put the ISO 9000 logo on all our literature. We've all our 

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

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

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

2 The senior managers invited a quality expert to do a consultancy project on production quality. 
3 The production manager looked at the latest regulations on car safety on a government Ministry of 

Transport website. 
4 Employees are always paid bonuses for suggesting improvements, however small. 
5 The company developed new software to analyze quality data more closely. 
6 They have checked the quality procedures in place for the components used at all of their 

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

Over to ·r:;,._, 

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

J
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lnvestorsJn 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. 
c Action to develop and use necessary:skills in a well defined and continuing programme directly 

tied to business objectives. . . . 
. d Evaluating c,utco1,11e�- the res�lts of trah1ing and development for individuals' progress towards 

goals, the value achie\fed and future needs .. 

T.he EFQM, Excellence Model

The EFQM Excellence M,del was �eveloped by EFQM, a non-profit organization set up by leading 
European companies to fhel8 Europeanqusi,nesses make better pcoducts and deliver improved 
services through the effective use of lea�ing edge management practices'. 

In the EFQM model,people are very much part of the wider quality picture. The model refers to 
company stakeholders - not onlYits 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)

• Peopl4! - 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 madecby 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 A firm decided to introduce Investors in People principles. Look at the reports from the management 
and match them with the four principles in A opposite. There are two statements relating to each 
principle. 

1 

2 

3 

4 

5 

6 

7 

8 

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

We've announced in the internal company newspaper 
that we are going to apply the principles. 

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

We asked groups of emploY,ees to cofitribute 
ideas on" ways of improving their skit��. 

I've asked all our managers; to report verbally on the 
progress of their employees in working towards the goals. 

I was sent on a training cou'rse with the other managers. 
We learned how to improve our management techniques. 

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. 

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

Business Vocabulary in Use Advanced 37 



38 

5 Striving for perfection

Benchmarking and best· practice 

Benchmarking is when a firm finds out which 
company performs a particular task best and 
model.s its performance on this best pr�ctice -
ways of doing things that have produced the 
best results elsewhere and canLbe 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, le.am a lot from firms who are not their 
direct competitors. For example, a train company can learn how to clean its trains in a better way by 
looking at how an airline organizes the cleaning of its planes. 

One way of 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 l::>enchmar,king. 

Six si·gma quality 
I

Best practice is usually uncountable, but you can also 

talk about the best practices in a particular area. 

Quality can be measured in terms of thlnumber of 
defects per i:nillion parts, operations, etc. For 
example, with 45,000 defects p.er 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 thcin one defect in 
300,000 components. Motorola. saved $15 billion 
over an 11-year period with Sbc Sigma. 

This idea can also be applied i1'.I areas outside 
manufacturing. In invoicing, for example, it means 
fewer than t�ree or four mi.stakes per million 
transactions. 

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

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

15.2 

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

l The manufacturers' association wants to help companies improve manufacturing 

, so it's offering a new service designed to help companies 

................................................. themselves against the best in their industries. 

2 Engineers made replacement parts for the cars by copying the shape and dimensions of the 

original parts, a process known as .................. ........................... ............................. . 

3 Internal looks for internal and tries to 

establish them throughout the organization. 

4 We use to evaluate the effectiveness of our website against those of 

our competitors. 

5 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. 

Globalization and instant access to information, 

products and services continue to change the way 

our customers conduct business. 

Today's competitive environment leaves no room for 

error. We must delight our customers and relentlessly 

look for new ways to exceed their expectations. 

This is why Six Sigma quality has become a part of 

our culture. 

What is Six Sigma? First, what it is not. It is not a 

secret society, a slogan or a cliche. Six Sigma is a highly 

disciplined process that helps us focus on developing 

and delivering near-perfect products and services. 

Why'Sigma'?The word is a statistical term that 

measures how far a given process deviates from 

perfection. The central idea behind Six Sigma is that 

if you can measure how many'defects'you have in 

a process, you can systematically figure out how 

to eliminate them and get as close to 'zero defects' 

as possible. To achieve Six Sigma quality, a process 

1 What is the central idea behind Six Sigma? 

2 What is an 'opportunity' in this context? 

must produce no more than 3.4 defects per million 

opportunities. An 'opportunity' is defined as a chance 

for non-conformance, or not meeting the required 

specifications. This means we need to be nearly 

flawless in executing our key processes. 

KEY CONCEPTS OF SIX SIGMA 

At its core, Six Sigma revolves around a few key 

concepts: 

• Critical to quality: Attributes - characteristics - most 

important to the customer 

• Defect: Failing to deliver what the customer wants 

• Process capability: What your process can deliver 

• Variation: What the customer sees and feels 

• Stable operations: Ensuring consistent, predictable 

processes to improve what the customer sees 

and feels 

• Design for Six Sigma: Designing to meet 

manufacturing capability 

3 What word is used to describe something without faults? 

4 How is 'defect' defined here? 

5 What word is used to describe something without unwanted variations? 

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

Over to 
..:"��-.,_"7C4:i, �>;;a�� ,1('• ... ·.� 11,:�".Jt. p i:� • � 

Think about your company or one you would like to work for. Then think about one of its competitors. 

Is it useful to know how effective they are in different areas? 
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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 
future 

strategic 
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/ 
a market, 

it occupies a small part of the market in preparation 
toehold in for gaining a larger part. 

d invades it starts to be very successful there. 

e dominates it is the biggest competitor there. 

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

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

A: This was pa�t of our.. . ......... to broaden our customer base. 

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

A: We have taken steps to ensure that our.. are used more effectively. 

This is an important part of our strategic process. 
3 Q: Why are you closing one of the plants? 

A: This is an issue oL . We don't have infinite financial resources and 
we want to concentrate investment on the most profitable models. 

4 Q: Where can we read about the company's goals and values? 
A: Our main objectives are in the company's ....... ..................................................................... . 

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

1 

2 

3 

4 

5 

6 

As large retail chains such as J. C. 

Penney make strategic 

Rockwell has direct ties to 

Howard Schultz, the founder and 

leader of Starbucks, had the strategic 

Da 

Ob 

De 

0d 

De 

moves to stand-alone stores, what 

are traditional shopping malls to do? 

objective of building close ties with local 

universities and research organizations. 

partnerships in the US include Case 

Western Reserve University and Cleveland 

State University. 

acquisitions as well as focus on our 

own organic growth.' 

Of decision to concentrate on telecommunications 

and become a leading supplier of mobile 

telephone technology and networks. 

16.3 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

Over to 1,1, 
�,.-·-r- "J!O'".:c-� n,"*·�..---...T""-"""'� -1.-£#1 •'= ...... ': 

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 one you would like to work for. Look at its website and find its 
mission statement. If it doesn't have one, what would you suggest? 
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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': l bids 

. offerings 
competing 

supp hers 

technologies 

price offers for a company in a takeover 

products from different companies 

companies offering similar products or services 

technical ways of doing something 

Here are some frequent combinations with 'competitive': 

position 
where a company is in relation to its competitors in terms of 
size, growth, etc. 

pressure 
the force that one competitor can bring to bear in relation to 
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 I superior products, performance, etc. that a competitor can offer 
edge in relation to others and which give it a lead over its rivals 

strategy 
a plan or plans for success in relation to competitors, and the 
study of this in business schools 
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17 .1 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. 

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

3 The Federal Trade Competition rejected the idea that the combined companies would 
................................................ (intensify/ harm) competition, noting that the two parties weren't direct 
competitors. 

4 International agreements regulating market access by airlines ... (sharpen/ inhibit) 

competition and are bad for customers. 
5 Consumers should welcome new entrants to the credit market, not just because it widens their 

choice, but because it could lower the cost of credit by (sharpen I inhibit) 

competition. 

17 .2 Look at B opposite. Match the two parts of these extracts containing expressions with 'competing'. 

1 
What is to stop supposedly competing D a 

bids from mining giants lnco Ltd and Xstrata. 

2 
Commtouch can position itself in D b 

suppliers from secretly agreeing to 

the middle of the competing keep prices high? 

3 Diamond Fields Resources Inc D c 
offerings, with prices ranging from 

was the target of competing $300 to $450. 

4 The software is 25 per cent cheaper D d
technologies by offering 'unified 

than competing messaging solutions'. 

17 .3 Look at B opposite again. Complete the sentences with appropriate forms of words that can follow 
'competitive'. 

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

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

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

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

competitive .............................................. . 

4 BankOne will enhance its competitive and boost its financial growth through the 

transaction, which is expected to add to earnings immediately. 

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

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

traditional malls. 

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

Over to 
>r __. < - ... � '_r • I _.:J!;' 

Think about your organization or one you would like to work for. Who are its fiercest competitors? Why 

are they a threat? 
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18 Companies and their industries

- Competitive forces
An important strategic thinker is Michael Porter1 . He defines the five competitive forces at work in
any industry.

I Suppliers H 
Bargairiing 
power�f 
supptifrs 

Potential entrants 

�ubstitutes 

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

- · SWOT analysis
SWOT stands for strengths, weaknesses, opportunities, threats.
In formulating strategy, a company should look at its strengths and weaknesses in relation to its 
comPcetitors. 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 
comp_etitors, government regulation, the way that society is changing, etc. These are·external, 
factors. For example, a change in a country's legislation on broadca�{ting might represent an 
opportunity for a group that wants to buy a television company there. The change would probably 
also pose a threat to existing broadcasters: 

The particular ways that a company organizes and combines its human resources, know-how, 
equipment and other ass,ets are what Hamel and Prahalad2 call its core competencies. These,are 
internal factors. 

- Be good at somethi;ng

44 

Porter says that competi(ive 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 coricentrate 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. 
1Competitive 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 a company that starts selling computer games when it has not sold them before 
3 electrically powered cars in relation to petrol-driven cars 
4 car manufacturers in relation to component manufacturers 
5 component manufacturers in relation to car manufacturers 

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.' 
3 '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.' 

Strengths I Weaknesses Opportunities Threats 
ver!'.I good, Led:urers 

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 'To sell electrical goods with a high level of after-sales service.' 

Over to _,, 

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 restaurants worldwide, and even the largest chain, McDonald's, only has a 
market share of less than 1 per cent in terms of ali 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 i,nternet 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 otheir 
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?

46 

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

Recent strategic thinking, especially in the West, holds that conglomerates are not good. Many 
conglomerates have disposed of or divested their non-core businesses, selling them off in order to 
concentrate on their core business. This is related to the make or buy decision where companies 
decide whether to produce particular components or perform particular functions in-house or, on 
the other hand, to buy them in from an outside supplier (see Unit 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 same family 
each owned and managed companies dealing with different parts of the industrial process in a 
situation of vertical integration (see above). 

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

be both countable and uncountable nouns. Compare divestment with investment. 
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19.1 Complete the crossword with the correct form of words from A, Band C opposite. 

Across 

8 and 5 things that make 

it difficult to get into an 

industry (5, 8) 

9 a type of large Korean group 

of companies {7) 
11 when a company sells a 

business activity (10) 

13 see 12 down 

15 If an industry is difficult to 
get into, entry barriers are 

. (4) 

17 a large group of different 

businesses (12) 

Down 

1 the idea used by believers 

in conglomerates (9, 6) 
2 A large industry with not 

many companies is 
. (12) 

3 When two companies join as 

equal partners, they . (5) 

4 a company's most important business activity: its business (4) 

6 A company that buys lots of other companies is . (11) 
7 A large industry with lots of small competitors is . (10) 

10 A profitable industry that companies want to get into is . (10) 

15 

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) 

19.2 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) ..... ... ............... .. ..... . . ... .. ........... , e ach with its own brands. We have 
become an (4) ... ......... . ......... . ....... .. ..... . ............ , and all this is very difficult to manage. So we are now reducing 
the number of brands from 300 to 100, and getting e ach unit of the company to concentrate on our long-term 
goal - incre ased (5) .. .. . ....... , which means better results for our shareholders. And our 
increased power will certainly dissuade new (6) ............................. . .. from coming into the industry, 
so our position will be further strengthened. 

Over to . , : 

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

Have they materialized? 
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20 Innovation _ 

48 

Innovation and the development 
process 

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

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

'We encourage employees to be creative
within the organization and to work on their 

n
' 

. 

/i 

own projects outside the usual frameworks; we allowthem to spend 15 per cent of tlieir 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 famous 
example of this was IBM, when it developed its PC away from the company's main research and 

development (R&D) sites. 

'We firmly believe that companies have only two basic functions: innovation and marketing. Our 
marketing people are heavily involved in new product development. They get the reactions of f9cus 

groups -groups of consumers who say what they thin!< of th� 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 td wait for 
others to introduce similar products. Some say that ifyou 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 a:rrive with a completely different way of 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 3 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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20.1 Complete the table with the appropriate form of words from A and B opposite, and related words. 

I Nouns (people/organizations) Nouns (things) 
I 

! Adjectives and -ed/-ing forms
creativity, creativeness creative
innovation, 

bureaucratic 
- ingenious 

- pioneers 
disruptors 

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

1 The iPhone 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. 

20.3 Look at the following facts about the development of the market for on line book sales. (They are not 
in chronological order.) Complete each fact with an appropriate form of an expression from C 
opposite. 
1 Some smaller companies stopped selling altogether - they 
2 There is a trend towards fewer and bigger companies in the market, a trend towards 

3 Selling books online in the 1990s was new - it was an ................ ............ . . 
4 Amazon and a few others lead the industry - they ............................ ....... ....... ........................ ....... it. 
5 The market is no longer young - it is now 
6 The 'rules of the game' are now fixed - the structure of the industry is .................................................................... . .... . . 

Over to : 
\"' - . . . 

• Is it 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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21 Preparing for the future 

50 

Scenario planning 

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

'My job is to contribute to long-term plans for our future activities. We have to antkipate - 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 future in a
structured manner. There is the Delphi method,

where a panel of experts make forecasts about a
subject independently, and the forecasts are
circulated to the other members of the group. Each
member then comments on the others'
observations. The process is iterative - repeated
several times. Opinions converge - become more
similar - and experts reach a consensus - an·
agreement about what is likely to happen. The method,can be used to make predictions in a
number of different applications - uses.

'The technique is based on the idea that a str1Jctured group will produce more a�curate 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 Estim�te-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 wi_th governments that people do not appro_ve of. 
We have to think about the impact of this in terms of 01Jr 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 
a public relations disaster. 

'These are some of the potential crises we face. We 
try to have contingency plans or crisis 

management plans for all the risks we can think of. 

'If our computer systems are damaged, for example in .a fire, we have 
business continuity plans, involving back-up machines on another site so 
that we can carry on working normally.' 
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21.1 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.' 

2 '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.' 

3 '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.' 

4 'When you make these, you can't avoid looking to the past.' 
5 'Of course, l! is an inexact science - the only thing you can say for sure is that the future will be like 

the past, but different.' 
6 'In this area, some of our competitors are talking about scenarios over periods up to 

300 years!' 
7 '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) 
8 'It's very difficult to predict how industries will change and develop, and even more difficult to 

predict new industries that might emerge.' 

21.2 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 D a 'Yes, we are fully aware of our social 
executives were kidnapped when working responsibility in this area.' 
abroad?' D b 'Protecting the image of any tobacco 

2 '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. 

3 'What are you doing to protect the We know our image will suffer if we don't.' 
company's image in health issues D c 'Yes, we have the best public relations firm in 
generally?' the business who know exactly what to do to 

4 'Is there a risk of nationalization of the prevent public relations disasters.' 
company's assets by foreign governments?' D d 'No, the trend now is for governments to sell 

5 '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 D e 'Yes, we have contingency plans to deal with 
situations?' that. A special crisis management team will 

meet to deal with the situation.' 

Over to 
,::--� "- � �* ' ... .. ,-- , 

• What is the biggest risk for your organization or one you would like to work for?

• How has your organization handled risks in the past? What lessons has it learnt? 
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22 Risk and uncertainty

- Incurring risks

52 

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, more informally, the odds of different events 
happening in 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 
c human - its employees or managers might make a harmful mistake · 
d reg'ulatory- 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. I 

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

Adrienne is an entrepreneur. Entrepreneurs are knovm 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 i� 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 possible. 

Insurance 
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 people- 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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22.1 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 A retailer 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 A travel 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. 

22.2 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 We have 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) 
4 

5 

6 

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

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

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

22.3 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. 
c The claim took 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 A hotel 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. 

Over to _ :_ 

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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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 bf the marketing mix - the factors that we use in different 
combinations for different producFs and different potential buyers (see Unit 24).' 

- Three more Ps

54 

'But in services such as mobile ph,Jne communications, 
we also have to think about the following:

• People - The people in contact with our
customers must have the right attitude - way off
behaving, etc. - whether in our shops or in our
call centres. They have to be helpful, well­

trained and highly informed abou(our 
products and highly motivated to sell them. 
They are the public face of the company, not 
only during the sales process but afterwards.
Customers can come back with their phones to 
get more "training" from our sales assistants on 
how to use them. This after�sales service is all 
part of the overall sales support. 

• Process - This is the whole series of events from
initial interest in our company's serv)ces,
purchase of a phone, connection, invoicing, etc._
This should be as efficient - well-run, problem-

·-•••_.....-...... ��;;;;.--��:?] free, etc. - as possible and contribute to a a 
¢ · -

positive customer experience. 

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

'So my job is much more than organizing advertising campaigns. I work with engineers, finance 
people and other senior managers to find o/ferings that will appeal to customers.' 
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23.1 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? 

1 

2 

3 

4 

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

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. 

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

5 
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. 

23.2 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. 

a ········· ··········· ··· ······················································· 

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. 

b ···· ····························································· ·········· 

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) 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. 

c ........................................................ ......... .. . 

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 ;c 
...,..,,.,.,..,.......,.,,,,.� .... -.:u: ,'\'l.-"";t-�z;:sp:.c:..-p�.��· 

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

A opposite. 

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

- ThefourCs
Susanna Chang, mobile !)hone 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 ts:

•, 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 worrie,d 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 san;ie or another type. For example, someone who buys
a sophisticated'mobile may not then have the money fo buy a laptop or tablet that they
wanted.

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

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

'Thinking of the marketing mix in these terms h�lps us maintain a true customer orientation or 
customer focus.' 

- customer eKpec-ations

-

56 

When customers get what they hoped for, their :expectations are met and there is customer

satisfaction. Products, sadly, often fall below expectations.

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

Customer dissa.tisfaction
Research shows that �5 per cent of dissatisfied tustomers don't complain; they just change
suppliers. Satisfied customers create new busin;ess by telling up to 12 other people. Dissatisfied ones
will tell up to 20 peopfe* � Word-of-mouth is a powerful form of advertising.
Some say that encouragf:ng 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
b_uild their customer base. ;
*Philip Kotler and Kevin Keller::Marketing Management, Pearson, 2008. 
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24.1 A new customer for Sky satellite television services is talking. Look at A opposite and find which 'C' 
he is referring to in each of the sentences. 

1 

2 

3 

4 

I wanted the satellite dish to be installed at a time that suited me. 

I had some questions about how to use the service, 
so I looked at the Sky website. It answered all my gueries. 

The cost is very reasonabl_e �onsider_iAg all the channels you get.

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

24.2 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 
important source of information the business but redeem them inside. 
on customer 

2 Dreze has researched customer 
3 The company's acquisition of its 

rival led to customer 
4 Maintaining customer 

D 

D 
D 
D 

b satisfaction, or more likely, on customer 
dissatisfaction. 

c delight by delivering more than you promise. 
d defections, due to declines in service quality. 
e allegiance results from continuing to provide 

5 You can sometimes obtain 
customer 

excellent service, which dissuades your customers 
from wanting to go elsewhere. 

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

1 A language 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 A train 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 fC1iJ 
� '"' �- :ail."'1o"W'�1:�� 

Think about coffee shops, clothes shops, supermarkets, airlines, or the make of car that you drive, or 
would like to drive. Are you/ Would you be a loyal customer? How is your loyalty rewarded? 
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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 - researchersWho 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 seconqary data - information that already exists and is publicly 
available - and primary data - information coll.ected 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 researc� is to be carried out. 

c Collect the data - gather the information. Primary 9ata can be collected through: 

• observational approach - for exaimple, watching how shoppers behave in shops when
choosing between different produ�ts.

• 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 i::liscuss the product, etc. on line in a chat room

discussion between several people ori the internet.

• survey research - a questionnaire is given to people face to face, for example in mall

intercepts - people are stopped and int�rviewed in shopping centres or, again, on the
internet. Website users are increa�ingly �ceiving 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 Uhit'27).

• experimental research, involvingtesti�g hypotheses - possible explanations or causes - in
scientific experiments to find the correct on�. Research such as this may use samples of
people who are representative of targer groups; the opinions, characteristics, etc. of the
sample are the same .. as those of tne wider group.

: d Analyse the data, using �tatistical techniq�es - mathematical method.s are used to analyze large; 
amounts of data and draw conclusionsfrorrj 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 ir:iput to their marketing plan for a particular product 
or service. The plan includes the marketing mijx (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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25.l 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 Even in 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 
5 The in pet food emphasize not only natural ingredients but also an 

increased obligation to identify the precise origins of those ingredients. 

25.2 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 a[so their professions, social class, etc. 

3 Managers from the market research firm were invited by Nestle 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 [east 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. 1 

5 A foods company wanted to find out if there would be a market for a new instant coffee in Europe. 

It contacted Nielsen, a market research firm. 

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

Following market research: 

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

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

3 IBM sold its PC business to Lenovo. 

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

5 Apple cut the price of its iPod. 

Over to ,,J, 

Describe one type of market research that your organization, or one you would like to work for, carries 

out, and some of its findings. 
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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 n.eeds 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 cafes and bars. They are positioned in different ways for each segment. 

Segmentation, identifying particular target groups, can be 
done in various ways. 

Customer groups 

Segment is also 

used as a verb. 

Customers can also be divided up by beh�vioilral 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 cafes 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 dass, etc. A company may intend its products to appeal to a 
particular demographic - t9 be attractive to one of these groups. 

People from a given social �lass may spend their money in particular ways, but it can be more useful 
to look at people's lifestyle� - 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 tor a long time what they are going:to buy 
d believers - conservative people who prefer familiar products and established bra rids 
e makers - practical family-oriented people wf10 buy practical, functional products such as tools 
f strivers - people without much money, but (ivho buy stylish products to imitate those with more 

money 

New technologies, new concerns 
In retailing, radio-frequency identitidtion (RFID) can be used to track - follow - porchases made 
by individual customers even more closely tharn loyalty cards (see Unit 27). Each product is 
identified by a tag. Electronic readers can scap tags in one go tQ see what is in a shqpping trolley, a 
kitchen cupboard, etc. This information can be"used to build profiles - deta.iled descriptions - of 
individual shoppers. 

On the internet, the technology exists fo aQaly�e 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 witheut buying 
anything? How many conversions - visitors who go on to buy something - are there? How many 
virtual shopping carts are abandonec:1- how many start a purchase without completing it? 

And the software exists to track the overall inte·rnet 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 concer9s in therareas of privacy and confidentiality; 

*You can take the VALS questionnaire and get your own VA�S profile on the internet.
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26.1 Use expressions from A and B opposite to complete these statements by people working for different 

organizations. You can use some expressions more than once. 

1 'I work for a food products company. We make a powder that can be added to hot milk to make 

a nutritious drink. It is used to make two different products and sold under two different names -
to mothers who feed it to their babies and to old people who drink it to get important vitamins. 

This is the basis of our . Of course, these are two entirely different 

2 'We sell car insurance. We calculate the 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 us in some way, even if they haven't voted for us before. This allows 

us to target our resources better.' 

4 '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.' 

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

1 a father of three children who spends a large part of his weekends in do-it-yourself stores 
2 a middle-aged person who goes out to buy a vacuum cleaner, chooses a Hoover and avoids the 

new 'hi-tech' brands like Dyson 

3 a professional person in her 30s earning €80,000 a year who buys opera tickets at €100 each 
4 a single woman of 22 who spends a large proportion of her income eating out and on clubbing 

without thinking much about her spending 
5 a woman in her late 20s who spends 30 per cent of her income on expensive clothes brands so as 

to feel more at ease with colleagues who are earning more than her 

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

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

Over to 1�-

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

Learn more about where your (2) ............................ .............. .... come from and 
how they (3) ................................................ with your site. You'll get the information 
that you �ed to write better ads, strengthen your marketing initiatives and 

. create higher-converting websites. Learn more about the benefits. Google 

. Analytics is free for everyone, whether you are an advertiser, publisher or 
site owner. 

- You can now use your Google Analytics login to access Website 
'Optimiser. Find out which page designs, Headlines and graphics 
; (5) ............ . .,.� .............................. the most visitors. , 

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 at a big supermarket chain. 
Customers can get money back by using 
our loyalty card when they go shopping. 
Loyalty cards allow customers to collect 
points that can be redeemed against 
future purchases, either with us or with 
other retailers in the same scheme. 
'This gives us masses of data about our 
customers' buying habits which we then 
hold on our dat:abase. 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. 

data mining finding useful information in large amounts of data, using advanced 
techniques 

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 

� .... :•i,f•
'tt

warehouses, powerful computers are 
............... � needed to analyze it. This analysis is called �i!+.'l/j . data mining. We look for particular ""' 

patterns in consumer behaviour. The data
can be used to target particular types of 
customer. We build consumer profiles. For
example, if someone 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.'
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27 .1 Complete the sentences with words that can follow 'data' from A opposite by choosing the correct 
alternative. 

l A key technology for 

monitoring and analyzing 

business performance is data 

------------------------------------------------ (protection/ 

warehousing) - a data 

warehouse brings together 
data from multiple systems 

inside and outside the 
organization. 

2 Facts commonly used in 

business data----------------------------------------------­
(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 (mining/warehousing)." 

4 Security issues, covering data. . __ ... (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 

experiences. 

27 .2 Match the two parts of these sentences containing expressions from C opposite. 

l 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 

Over to " = 
·-""'""°'"""t'"'"-'"-�1o.'\c'°''.'S�'-,,:t'.',1'0 '> - '"I ��, -_,-., �re 

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

D b Critics find the prospect of 'one-to-one 
marketing' somewhat disturbing. 

D c protection law, which demands that 

companies can't store your info without 

asking your permission. 

D d safeguards are in place to protect privacy 

and confidentiality. 

D e 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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Brand e.quity 
A brand is a name given to a product or group of products so that they can be easily recognized. 'The 
most distinctive power of professional marketers is their ability to create, maintain, protect and 
enhance - strengthen the power of- brand$,' says Philip Kotler*. 

Here are some frequent combinations with •brand'. These are some of the issues in branding -

the art and science of using brands: 
· · 

image what people think of when they think of a brand 

loyalty the degree to which people continue to buy a brand 

awareness the degree to which people know about a brand 

brand identity what a brand means, represents, etc. 

recognition the degree to which people recognize a brand 

equity the value of a brand to its owners, as sometimes shown on a firm's 
balance sheet 

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

Brand positioning and differentiation 
A firm can position a brand by emphasizing its 
characteristics and benefits in relation to other 
brands - this is brand positioning. A company 
can position its products in a particular way in 
relation to each other and/or to competing 
· products - product positioning - or it can
position itself in relation to other companies. 
This can be represented on a positioning map. 

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

High price per 100 grams 

Low 

in 

calories 

Brand C 
• 

Brand A 
• 

Brand B 
• 

High 

in 

calories 

Low price per 100 grams 

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

Brand stretching 
A flagship brand is the most important brand owned by an organization - for example, 'Coke' is the 
most famous of the many soft drink brands owned by Coca-Cola. A generic brand is one used on a 
variety of different products. For example, the brand name 'Nestle' 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 Match the two parts of these sentences containing expressions from A and B opposite. 

O a image evokes food dripping with sour cream 

and cheddar cheese. 

1 We saw Formula 1 motor racing as a 

cost-effective opportunity of increasing 

our brand O b recognition, but the name change made sense 
2 Taco Bell's strong brand 

3 Simon and Sullivan (2007} define brand 

4 Pharmaceutical companies sold 

because AT&T needed to have a single, unified 

brand. 

O c awareness worldwide. 

O d identity is to do with more aggressive, more prescription drugs at college health 

centers at large discounts so as to grab 

customers at a young age to build brand 
fashionable, more exciting, sportier cars than 

competing luxury brands. 
5 Cingular did a tremendous job of 

building brand 

6 It's true that BMW's brand 

O e equity as the profits from branded products 

over and above the profits that would result 

from the sale of unbranded products. 

O loyalty that might last a lifetime. 

28.2 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. 

2 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. 

3 The brand (position) has shifted with a new marketing strategy, significantly 

enhancing the fashionability of the Burberry brand. 

4 Superior products and processes provide a means to (differentiate) the 

corporation from its competitors. 

5 The term ' ' (differentiate) is preferable because it throws the emphasis on the 

need to be 'better' than rival products not just in some general way but in precisely specified ways. 

6 The marketers of all these different brands of vodka will say, 'Well, ours tastes better' or 'Ours is 
special this way or that way' - they're all trying to (differentiate) their brand. 

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

1 Ivory soap extended to dishwashing liquid and gentle care clothes washing detergent. 

2 Bic pens extended to perfume using the 'small disposable pocket items' association. 

3 Coke extended to New Coke. 

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

5 Woolite fabric wash extended to carpet cleaner spray. 

6 Campbell soups extended to spaghetti sauce. 

Over to 

Think about your organization or one you would like to work for. What are its brands? What are its 

flagship brands? Are there any examples of brand extension? 

Business Vocabulary in Use Advanced 65 



29 Global brands

Steps abroad 1 

Katrin Braun is marketing manager for a German company,th�t 
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 ex�lusive agents

each had th�ir own sales area - the agent i.n each area was the only 
person allowed to sell our products there. 
'Sales grew, and we moved on to direct e}(port we no lor;igeH1s�d 
agents but handled exports ourselves. We had an export managet 

. based here in Germany, but she spent ten months a year travelUng in 
our different markets.' 

· · 

Steps abroad 2 

'Then we started licensing our production techniques to compantes 
abroad - we sold them the rights to manufacture our forklifts 1,1�der · · 
licence for their markets. In China, for example, we had a licensinJ 

agreement with a company to produce and market our fotkli{ts I
there. But in India, we signed a joint venture agreement with'an i
established materials handling company who knew the market w�ll. 
We worked with them as equal partn�rs. We set up a spedal . ' 
company and we each invested the same amount of money in the: 
project. In addition, personnel from both companies were invo(ved. 

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; put then we decided fo make a direct investment in 
India; we decided to build a forklift production plant near Hyderabad and market our product� 
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 countri�s 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. 
a 

b 

d 

• 8 • From: john.wu@sophaircon.hk 
Subject: Our .......................... , ................................................ . 
To: dirk.steinbosch@airdistrib.za 

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

••• From: 

1,- Subject: 

john.wu@sophaircon.hk 
... ...... . ............ ........................ .. . ......... of air conditioners 

To: inquiries@johannesburgchamberofcommerce.z<!. 

-
' 

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 , each with their own sales territory ... 

••• Subject: ... .............. ..................................... ..... ....... for air conditioners -
,=, 

From: liu.wen@sophaircon.hk 
To: dirk.steinbosch@airdistrib.za 

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

at your plant in Port Elizabeth. If this arrangement is successful, we 
would consider moving on in a few years to a full ... ................... ......... .... .. ... .... ..... ........ .. agreement 
between our two companies. 

••• 
From: john, wu@sophaircon.hk RePb{ -

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 machinery 
.. . . .... ., ... .................................................... at your plant in Port Elizabeth. If this arrangement is successful, we 
would consider moving on in a few years to a full agreement 
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) adapt its products to specific markets? 
1 a car company that offers different interiors for northern Europe, where customers prefer a more

'cosy' feel 
2 a soft drinks company that makes its 

products sweeter for some markets 
3 a do-it-yourself store chain that sells the 

same product range in stores on 
five continents 

Over t0

Describe one of the main exporters in your country, 
where they export to, what they export, etc. 
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68 

Manufacturing 

Here are some frequent combinations with 'manufacturing': 

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

plant a factory 

jobs work making things, rather than in other sectors 

manufacturing productivity 
the amount produced by each worker, or group of workers -
their output

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

operations activities related to making things 

process all the stages involved in making something 
' 

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

A new plant is built a·nd 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, ownJng all the stages of the supply chain itself. 

Many organizatio11s 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 cha.in 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 Match the two parts of these sentences containing expressions from A opposite. 

1 The perfume bottle manufacturing D a led by our Chief Operating Officer. 

2 Our improved financial results D b jobs during the year, continuing a decade-long 

are due to better manufacturing decline. 
productivity, D c plant is the only one that the French 

3 The state has lost about 1,700 glass manufacturing giant operates in 

manufacturing North America. 

4 Many Hong Kong manufacturers D d sector, electronics has become a major export 
have adopted advanced technology activity. 

and machinery in the manufacturing D e capacity as is needed; the plant has 900,000 

5 In the manufacturing square feet of unused space. 
6 The company has twice as much D operations on five continents, and its products 

manufacturing are sold in more than 50 countries. 
7 With 2017 revenue of $2.8 billion, the D g process to improve efficiency and product 

company has manufacturing quality. 

30.2 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 Keiretsu. 

These company partnerships were quite natural, and as the geniuses at Toyota carried 
out decades of warfare on waste in every part and (2) of their 
business, what could be more wasteful than supplies on (3) .... ... ................ ... ........ ...... . ................................. . 
shelves for eventual use? Out of Japan came (4) 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) built 
by their usual Japanese (7) close to the British plant. 

30.3 Complete the table containing expressions from Band C opposite. 

Verb Noun(s) 

retail , retailing 

warehouse , warehousing 

transport , transportation 

distribute 

outsourcing 

Think of a manufacturer in your country and describe its probable supply chain. 
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Logistics 
The Council of Supply Chain Management Professironals (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 between the 
point of origin and the point of consumption in order tQ me,et 
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

mli'I ................................. . • finished goods BrE: stocks (countable) stock (uncountable), 
A manager who works in logistics, or AmE: inventory 

an academic who studies the subject, is, 
formally, a logistician. 

BrE: work-in-progress, AmE: work-in-process 
or inventory-in-process 

Word combinations with 'logistical' 

The related adjective is logistical, or much more rarely, logistic. 

Here are some frequent combinations with 'logistical'. tt's 
interesting to note the negative nature of some of the most 
frequent words following 'logistic�!'. 

Reverse logistics 

Reverse logistics 'involves the flow of materials back to the 
distribution, production or supply stages where valuable outcomes 

result from their return'*. 

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

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

• Reuse involves using the product again without going through
one of the steps below.

• Repair involves fixing or replacing broken or non-functioning
parts or components for use by the original or another buyer.

• Refurbishment involves restoring the product back to the

logistical 

nightmare 

problem 

difficulty 

challenge 

hurdle 

obstacle 

Waste computer drives for 
recycling 

original specifications. Refurbished products often have reduced capabilities and limited
additional service life.

• - Remanufacturing aims to upgrade the product - improve its quality and performance, for
example with additional functions and features.

• Recycling aims to salvage - save for future use- as much value as possible from retired - no
\onger used - products. This involves reusirng 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 
expression with four of the items. 

1 finding the best way of getting goods to the supermarkets in a supermarket group 
2 a university professor who lectures on supply chain management 
3 the subject taught by the professor in 2 above 
4 aircraft wings to be used in the construction of a plane 
5 washing machines on a truck going out of the factory gate, rather than components being 

delivered to make them 
6 the cotton to be used in making thread for clothes 
7 books in a bookshop waiting to be sold 

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

1 At present internet sales of meat are 
restricted to Britain because of the 
logistical 

2 There are a variety of logistical 

a nightmare for railroads this year, slowing grain 
shipments. 

b challenge for working parents, as well as a 
financial burden. 

3 Poor weather conditions, company 
mergers and booming grain export 
demand have combined to create a 
logistical 

D 

D 

D 

D 

c difficulties and additional costs owing to its need 
for access to water. 

4 The plant's lack of a waterside location 
created logistical 

d obstacles to opening up a show that has not 
been performed for two weeks, from restarting 
complicated machinery to doing the dry 
cleaning. 

5 Providing child care is a logistical 
D e problem of exporting small orders of fresh meat. 

31.3 Look at C opposite. Then use the words below to complete the article. 

dismantle disposal recycle refurbishment 

••• 

XEROX EQUIPMENT RECOVltR�f;:o 
"' .'�! • 

remanufacturing 

Xerox was a pioneer in the (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) ... ...... ............................. ... in mind and creating a 

waste 

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) ....... . .... ...................... .. ... , refurbish and 

(6) ................................... .. ., ...... Solutions to the end-of-life consideration have to be built in during front-end 

design and production. Xerox has become a master at thinking about the total solution . 

What are the main logistical nightmares of your organization or one you would like to work for? 
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72 

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 !'On-core -
not a part of the organization's core competences 

or competencies - the skills that allow it to 
maintain its competitive edge (see Unit 17). For 
example, Kodak considers that its core competence 
is electronic imaging and has kept this in-house; it 
subcontracts or farms out many other activities. 

A key problem is identifying what is core and non­
core. A company must undertake transaction cost analysis of each activity to see whether it would 
be cheaper to outsource and benefit from a supplier's expertise - skills and knowledge - because it 
does not have this expertise and is unwilling or unable to develop it strategically. The company has 

to decide which capabilities - skills ..:. are central to its particular corporate culture - the way it does 
things, how its employees think, etc. 

Here are some frequent combinations with 'outsourcing': 

business process 

information technology {IT) 

logistics 
outsourcing 

strategic 

offshore 

Business process outsourcing 
Business process outsourcing (BPO) includes: 

administrative tasks 

computer-based tasks 

transport and warehousing 

outsourcing that is important for the company's 
long-term goals 

offshoring (see below) 

• back office outsourcing which involves business functions such as: 

a purchasing - buying in materials, etc. 
b payroll- payment of employees' salaries 
c billing or invoicing - prepar}ng 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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32.1 Replace the underlined expressions with appropriate forms of expressions from A opposite. 

1 'These are something that really benefit our customers and our competitors can't easily imitate them.' 
2 'They are very reliable. They provide the services more cheaply than if we did them here - their 

level of knowledge and skills is greater than ours. Anyway, these are not strategically important 

activities for us.' 

3 '!! has shown that it would be cheaper to manage our IT networks ourselves, rather than getting 

another organization to take care of them.' 

4 'Only we know how to make this paint, and this gives us a great advantage. But if our rivals steal 
our industrial secrets, we will lose l.t.' 

5 'The way we do things round here is based on advanced pharmaceutical research by the best 

minds in Europe.' 

32.2 Which area of BPO (a-e) in B opposite is referred to in each of these situations (1-5)? 

A company started outsourcing to different specialized firms and found that: 
1 employees started to complain that overtime payments had been miscalculated. 

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. 

32.3 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 contract or 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. 

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 20 I I and 2012, the 
Conservative council leader Eddie Martin fought off 
political pressure and brought all highways and road 
operations back in-house. 

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 200 I, 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 

"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 
services in-house. 

Is outsourcing an issue in your country? Why? I Why not? Give examples. 
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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-establ.ished. 

Higher bandwidth- connection speed"- allows better use of some applications such as webcams, 

for two-way video communication, and video-conferencing, where people in two or more locations 
can see and talk to each other. 

Internet TV has also emerged, with users able to watch television as it is streamed over the internet, 
and with video-on-demand (VOD) ser'{ices 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 cafe, 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 - satellit� 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 p�wer 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 
c.omput,ng 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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33.1 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 . 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 their laptops or mobile devices during the game. 

33.2 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? 

33.3 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 

Over to -, -u
�-,£7'W.:.:,....,,..&.l;\,r;;w,-...,.._ __ 

c 1 cents I 

• What kind 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? 
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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 You Tube have created another online co.mmunity - 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 on line communities make up the blogosphere and include:

• biogs - on tine diaries written by bloggers, with readers able to react and comment

• vlogs - on line 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 bf the user.

· Many websites are free to use and they generate revem,1e - make money - with advertising.
Advertisers, like site owners, want to know how many hits they are getting - how often the site is 
visited - or in other words, the amount of traffic they have, as well as the number of unique users -

different visitors to the site. There is also the number of page views - the total number of times that 
people look at the site's pages. Another factor is whether a site is sticky - whether users stay on the 
site for some time. The related noun is stickiness.

There are specialized internet ratings agencies that measure user numbers, stickiness, etc. One
task of website management companies is to ensure that when people enter particular words in a 
search engine like Google, a site is near the top of the rankings - the list of sites that appear first. 

Website developers are always looking for the next killer app - the next very popular and profitable
application.
* Tim O'Reilly's definition of a term first used by Dale Dougherty and Craig Cline. 
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34.1 Complete the sentences, using appropriate forms of expressions from A and B opposite. 
1 

2 

I'm an IT m a nager and when we buy a new internet applic a tion, I want to be sure that it will 
wo rk with the applic a tions that we already have. What I want is ..................................................... . 

As a recruiter for IBM, I check different ........... ............ ........................................ ............... to see if anyone applying for 
a job with us has his or her. . ......... ........ .......... ....... . .... ... there. You 
can see them do ing stupid things sometimes! 

3 
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are very funny. .. � 
4 

5 

I'm a docto r, a nd I'm treating someone with a rare tro pic a l disease, so I joined a n 
.. ............... ... ...... ......... . ............ to find out mo re a bo ut it fro m colleagues. It's good to feel part o f 
an...... . ....... .. .... .......... , . ... but at the s a me time to kno w th a t the o ther users are pro perly 

I run a website that a nyo ne c a n a ccess and ch a nge - it's a ... 
for....... .. .... with other peo ple. 

-----

. .. ... ...... . ... .. ... and it's great 

6 I'm a big fan of Web 2.0. Instant ........................................................................ and social .................................... , .................................. . 
are great for ....................... : ....................................... .-........ - people can keep in touch with each other so easily. 

34.2 Complete the table with words from C opposite. 

Adjective Noun 
attractive 

interactivity 
user-friendly 
sticky 

34.3 Replace the underlined expressio ns in this dialogue between two company managers with 
appropriate forms of expressions from C opposite and the table in 

3
4.2 above, using any necessary 

verbs. 
Amar: People say that our website isn't very attractive. 
Britt: I know. We must do something about it. The number of (1) different visitors is relatively high, 

but (2) o verall number of visits to the site is very low, and so is the number of 

Amar: 
Britt: 
Amar: 

(3) pages visited.
Another problem is that the site is not (4) one where visitors stay a long time. 
Yes, and people say it's not very (5) easy to use. 
Yes, and we must find ways of (6) making more profit from it. 

Britt: Yes, we must find ways of making sure that we come near the top of the {7) list when people 
se a rch 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, I think. 
Britt: Right! 

Over to \ ' 1 

Is it fair that a 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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35 Knowledge and the internet

18 

Knowledge creation 
lkujiro Nonaka and Hirotaka Takeuchi suggest a model of knowledge creation - the way that 
knowledge in <1 company is built up. They see this as a process that is continually growing and 
developing. To understand and manage it effectively, they suggest the SECI model. They see this 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 ca�ital. 

a Socialization: spreading tacit 

- unspoken - knowledge by
sharing experience in working on 
something. 

d Internalization: through 
learning by doing and hands­

on experience, the knowledge 
becomes part of the individual's 
knowledge base - what they 
know - and thus becomes an 
asset - something valuable - for 
the organization. 

Intra nets 

b Externalization: developing 
concepts, often with analogies -
when one idea is used to increase 
understanding of another - that 
allow them to be communicated. 

c Combination: sorting, adding and 
combining ideas to 'make' new 
kinowledge. 

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 
arid 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: 

'W-e 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 coUaboration, collective intelligence, crowd intelligence or crowdsourcing, call it 
what you will; anyone who wants to can collaborate on an on line project. We gave prize money for 
successful suggestions about where to find gold, but tbere are cases, such as the online 
encyclopaedia Wikipedia, where networks of people do this for enjoyment, recognition by others, or 
opportunities to socialize with others. They may be referred to as prosumers - contributors to the 

"produc.ts" that result.' 
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35.1 Match the expressions (1-4) with the stages (a-d) in A opposite. 

35.2 

1 A manager compared the flow of components through the production process in terms of 
a river. 

2 A production worker showed a new employee how to do a particular part of the production 
process. 

3 An employee found some useful data on the internet and combined it with data from within the 
company in order to solve a problem. 

4 Employees worked together to apply new knowledge on production techniques to their own 
production line. 

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

1 I feel that this experience really 
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 

D a capital are the most important assets of the modern 
corporation. 

D b intranet, where companies post important 
documents, or special skills of certain employees. 

c into the expertise of local people and allows local 
and county governments to share data. 

D 

D 

D 
D 

d 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. 

35.3 Look at C opposite. Read the article and answer the questions. 

The World Community Grid (W�G) 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 
�hree million devices involved; and 700,000 people donating processing power.'' 
Whenever a computer is dorm�nt, it will start running research. This means that scientists 
s�arching for Cl!res,. who ·are faced with millions of compounds - one of which may be the key 
to disc!bling.a disease -·can accelerate their research. It would take years to examine each 

· com.pound in a laboratory. Computer modelling accelerates this process by identifying the most
likely compoundsJorfab 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 Grtd 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? 
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Attack and defence 

Melissa Vorster is a consultant on internet 

security: 

'I work with companies to try to prevent 

hackers from infiltrating - illegally 
penetrating - the companies' computer 

systems in order to steal or destroy the 
information on them. Hackers may write 

programs designed to overload an 
organization's system with requests for 

information so that users cannot access it. This 
is a denial of service attack, and it causes 

huge inconvenience for customers and lost business for companies. 

'Another problem is viruses. A virus is a small program designed to make computers malfunction, 

despite the firewalls and anti-virus programs that we install as the technical defences to prevent 

computers being infected. Computers may also be hijacked - used to send viruses on to other 
computers. 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. 

Companie� that sell on the internet will display the level of encryption that users of their site benefit 
from. 

'Internet bank accounts are protected by passwords. Phishing is when criminals try to obtain this 

information by sending emails that pretend to be from someone's bank, telling them to reconfirm 

their security details - passwords, etc. - and allowing criminals access to the account. Or they may 

manage to put spyware on your computer that records passwords, etc. as you type them. This is 
identity theft. 

'You might get an email telling you that you have won a lottery or that someone's uncle has died and 

left money that you can claim. These, of course, are scams.' 

Privacy and confidentiality 

'When someone uses the internet, they leave an 
electronic trail - a record of the sites they visit - and if 

they buy something, their personal details. This raises 
issues of privacy and confidentiality. Who should have 
the right to access and analyze this information? 

'This is all part of the debate about the powers of 
surveillance - the powers to watch and examine the 
activities of private individuals - that law enforcement 

agencies, such as the police, should have. Critics say 
that the authorities should not snoop into people's 

private lives; they say that there are big issues of civil liberties at stake. These are freedoms that 

ordinary people should have without being watched by Big Brother - a term from George Orwell's 

novel 1984 describing a society that was under constant surveillance.' 
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36.1 Look at A and B opposite. Complete the article with these expressions. 

identity theft infected infiltrated malware scams 

Cybercrime boQ'l"ing 
Computer security firtri · Mc.4\-fee says that 'Sophos said that there were now five 
cybercriminals were "cashing in o.n consumec ti01es. more infected emails being sent than 
anxiety to profit fro01 'get . rich quick' at .. the' beginning of the year. Soph�s added
(1) ", And. ari<?th<.:r that the US remained the biggest source of 
computer; (2) . ' (5) ... ........... :............ ........ . .......... websites (37 
group, Sophos; said it riow found a neW irf�ct�d· . per cent) followed by China (27.9 per cent) 
website every4.S seconds. Each of these'.websites . 'and Russia (9.1 per cent). It further said tlfat 
could lead to the user having his or her corilputer (6) ................. : .. ...... ......................................... ,. - malicious 
(3) ...... ...... .............. '. ........ .................................... , wfoh th� risk .·software - was. a growing problem for Apple 
of ( 4) ............. � .... . ................. ..... ............................ , s.iid Sophos Macintosh users. 
in its latest Security ".gireat Repori:� 

36.2 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 I use every couple of months.' (letters and/or numbers) 

3 'I get these emails, supposedly from my bank, asking me to confirm my security details, but you 
can see they're not really from the bank.' (specific crime) 

4 'Some experts say that in this area we're losing the battle against these guys.' (2 expressions: the 

activity, and the people involved in it) 
5 'I trust the website because I know they use the most advanced technique to keep my details safe.' 

(method for doing this) 
6 'The site asks me for my password and the name of my favourite film.' (information) 
7 'It's scary- it lets others know exactly what you're typing.' (software) 

36.3 Complete the sentences with expressions from C opposite. 

1 Cisco, a maker of telecommunications equipment, sells technology used by 
..... ......................................................................... around the world in internet surveillance. 

2 Much of what people do online - their search engine queries and the ads they click on - is logged 

by internet companies, generating intense criticism from groups that compare such activity to 

George Orwell's ................................................................... ........ . 

3 The human resources department should ensure and 

of employees' personal information under the Data Protection Act. 

4 The Center for Democracy and Technology is a Washington policy center that tries to protect 
................................ ......... .... ............. .... ........... in the digital age. 

5 People think they have anonymity on the internet, but they don't realize they leave an 

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 into someone's 

email. 

Do you feel safe 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 Del.iveroo 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 permanent employees, for many tasks. 

Disruption 
Some say that working for companies like Uber giv�s 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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37 .1 Use appropriate forms of words and expressions from A opposite to complete the sentences. 

37.2 

1 In the no one has a full-time job any more. They've got gigs - a bunch 
of different projects, consultancies, and part-time bits and pieces. 

2 The website takes a 
· 

of up to 25 per cent of the apartment's rent. 

3 "Free isn't a viable ," he said, noting that by charging sellers, the ratio 
of completed transactions jumped from 10 per cent to 50 per cent. 

4 The is normally someone who has agreed to do a piece of work, but is 
to be left free to choose their own method of doing it. 

5 Smartphones and have been around for several years, but they have 
really exploded in popularity these last few years. 

6 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. 

1 

2 

3 

4 

5 

6 

7 

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 Qff ill for a c-ouple of days, and we get free seminars on how to 
increase our income. 

37 .3 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) ....... . ...... is an 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 for a (5) ..... .. ........... in the business. The other main (6) ............................... model, used by Kickstarter 
and Crowdfunder, is (7) ............................... where (8) .. . ....... are offered a range of (9) ......... . ..... determined 
by how much they invest. 

Crowdcube alone has raised-more than £21 lrn 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 introduction to (10) .... . ... ........ and 
"the practicalities of building and executing a campaign". 

Over to 

Think of a business idea that would be ideal for crowdfunding, and prepare a presentation about it 
that would attract potential backers. 
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- Downloading

84 

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 
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 wilt have to become more and more 
technically advanced.' 

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 Complete the table with words from A, Band C opposite. 

Verb Noun 

copyright 

download 

encrypt 

infringement 

pirate 

protect 

38.2 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 a rule or law is broken 

4 a film or a recording is obtained from a website 

5 a film or recording is copied illegally 

38.3 Complete the extracts with appropriate forms of these expressions from A, B and C opposite. 

1 

2 

content 

file-sharing 
copyright (x 3} 
license 

digital rights 
peer-to-peer 

download (x 2) 
piracy (x 2) 

When readers .... . articles, they should not by afflicted with what the 

free software movement and ... .... .............................................. campaigners call "digital restrictions 

management" (and what its proponents call " ........ ...................... ............... .. management"). And the 

reader should not be required to accept any form of end-user ....................... .......................... agreement 

about what she is or isn't allowed to do with the articles she .... .................................. ................ That should 

be governed by.. . .. law alone. 

The UK's major internet services providers are this week sending "educational letters" 

to customers who have been using their connection to access films, TV shows and music 

illegally, as part of a government campaign to crack down on ... .. . . ............ ....... The 

ISPs won't monitor customers' activities themselves, but will instead rely on data from anti-

···································· .................... firm MarkMonitor. The system will only apply to .. . 

that is ........... ....... ...... . ........... ..... ............ , so any customers exclusively using illegal streaming services 

won't be targeted. This is part of a campaign acting for... . ........ ........... owners who 

think their ... . .... has been shared without their permission. 

Over to ,,, ,,:, 
-----·-

Do you think it's acceptable to download music and films from file-sharing sites on the internet? 

Why? I Why not? 
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39 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 re[ies on knowledge of previous units.

Finance is the way money is made, lent, used, etc. To describe the finandal situation of a 
government, organization or person, you talk about their finances. The way that something is paid
for is the way that it will be financed - its financing. A financier is someone who works in finance at 
a high level, providing money for particular companies, projects, etc. 

Financial reporting is the information that a company gives about its finances. Financial
performance is how well, or badly, a company is doing from a financial point of view.

- Financial reporting

86 

Maria Malone is the chief finance officer {CFO) of a 
large international media company, based in the UK,
with activities in television and publishing. She's 
talking to new trainees in the finance department:

'As with all companies, investors and analysts want
to know how the company is being run and how
their money is being used. Each year we produce an 
annual report with three key sets of figures: 

• profit and loss (P&l) account 

• balance sheet 

• cashflow statement

'These are the three key financial statements in 
financial reporting. They give the basic information 
about our financial results (see Units 40-42).' 

The financial year 

US companies publish their results 
every quarter - every three months. 

'Our financial year ends on 31 March, although other companies choose other dates. Soon after this, 
we publish preliminary resiults or prelims. The full report and accounts are published a few 
months later. As a UK company, we also publish interim results or interims after the first six months 
of our financial year.' 

Shareholders, bondholders and lenders 
'We use shareholders-' money from the shares that we issue to operate and invest in the business. 
Some of the profit we make is normally paid out to them, usually in the form of dividends in 
relation to the number of shares that they each hold. Our shares are traded - bought and sold - on 
the London stock market. 

'We borrow money in the form of bonds. We pay percentage interest on those bonds and then later 
repay the principal- the-amount of money originally lent to us. Our bonds are traded on bond 
markets. 

'We also borrow money fro111 banks in the form of loans, and we pay interest on thiis lending. 

'Of course, our shareholders, bondholders and lenders aH take a keen interest in 01 .. ir accounts! 

'The results we publish can affect share prices; good results cause prices to rise if the market 
believes the company is undervalued. However, poor results often cause a drop in 'share price, as 
hwestors feel the company is overvalued.' 
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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 The company is in a terrible state - its ................................................. are in 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 
14 the third of the key financial statements (7, 5) 

report and accounts. (4) 

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) 

11 people and institutions that lend money (7) 

13 money borrowed from a bank is a... . ...... (4) 

Over to \IIJ1J 
��-.: ..... 1191:.r.....,'»l::i:l':ii• ..... ., .... �-�'"t.l:' 

• Why do companies spend money on making their annual reports look attractive? 

Who are they intended for? 

• Why might a company see its annual report as a marketing tool? 
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40 Profit and loss account

88 

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 a later period.' 

Profit and loss 

'The profit and loss (P&L) account records the profit - the 
money we make - or the loss - the money we lose - during a 
particular reporting period, using the accruals princiJ)(e. 

'In our case, our accounts show sales from books, magazines, 
television advertising, etc. during the period. Then we show 
the cost of goods sold (COGS), for example labour costs -
cost of employees' salaries - and the cost of materials. 

'Then we take away general expenses - the costs related to 
making these sales such as salespeople's salaries, rent for 
buildings, etc. There is also the cost of depreciation - this is 
not an actual sum of money paid out, but is shown in the · Designing a book 

accounts to allow for the way that equipment wears out and 
declines in value over time and will have to be replaced (see 
Unit 41). This leaves us with our operating profit. 

'Then we subtract the interest payable on money we have 
borrowed in the form of bonds and bank loans. This gives:the: 

· profit on ordinary activities before tax or pre-tax profit.

'Sometimes there are exceptional items to report, for 
· example the cost of closing a particular operation, bu:t 
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 9 
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 Match words from the box to make expressions in A, Band C opposite. The first one has been done 

for you as an example. 

accruals 

account 

earnings 

exceptional 

expenses 

general 

interest 

items 

operating 

payable profit 

profit and loss 

reporting 

40.2 Now complete each sentence with the correct expression from 40.1 above. 

1 Our runs from 1 April to 31 March. 

retained 

2 The company's before exceptional items has increased by 10 per cent 

this year. 
3 We have decided to keep £250,000 from our profits as and not 

distribute this to the shareholders. 

4 One of the in the profit and loss account this year related to the 

restructuring costs of our operations in Korea. 
5 With the , of course, postponing or bringing forward cash payments 

has no effect. 
6 During the early months of the loan, the amount of each month on this 

type of loan is relatively high. 

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. 

40.3 Are the statements containing expressions from Band C opposite true or false in the context of a 

company's profit and loss account? 

1 The cost of goods sold is the total cost related to selling something. 

2 Selling and general expenses include the salaries of the salesforce. 
3 Depreciation represents an actual amount of money paid out to suppliers of equipment. 
4 Operating profit is the same as pre-tax profit. 

5 If a company has a bank loan and/or has borrowed money in the form of bonds, it has to show 

interest payable in its accounts. 
6 Exceptional items are paid out every year and relate to the normal operations of the business. 

7 A figure for profit after tax relates to what is left after corporation tax has been paid. 

8 If a company shows a figure for retained earnings from a particular period, it has paid out all the 

profit from the period to shareholders. 

9 EPS and dividends per share are the same thing. 

Describe the profit (or loss) of a company in the news recently. 
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90 

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 aay day of the year. 

An a$set 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 amounts. 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 vallue over time because they 
wear out and become obsolete. Amounts reiatihg 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 
writt,en 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 .�sset at a particular time· is its book value. This may ot 
may not be its market value - the amount that it could be sold for at that time. For example, land or 
buildrngs 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 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. 

(a) ............................................. . 

(b) ............................................... . 

Stocks 

(d) ................................................ . 

Total current assets 

{f) ............................................... .. 

{h) ·················································· 

Equipment and machinery 

Total fixed assets (book value) 

0) .......................................... .

Total intangible assets 

TOTAL ASSETS 

ASSETS (millions of pounds) 

(c) ................................................ . 

41.2 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 cash relates only to banknotes in the safe on the company's premises 

2 equipment and machinery is the price it was bought for, minus amounts for depreciations 
3 stocks relates only to finished goods waiting to be sold 

4 land and buildings is the exact amount they could definitely be sold for 

5 goodwill is an estimated value that a buyer of the company might or might not agree to pay 

6 debtors is a reasonable estimate of how much it will receive from them 

Over to yc•u 

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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42 Balance sheet 2 

92 

. ....--

--

liabilities 

A company's liabilities - everything it owes - are its debts to suppliers, lenders, bondholders, the tax 

authorities, etc. 

1 Current liabilities are debts that have to be paid within a year, for example: 

• creditors - money owed to suppliers, etc.

• overdrafts - when the company spends more money than it has in its bank accounts

• interest payments that have to be paid in the short term 

• tax payable - money owed to the tax authorities

2 Long-term liabilities are debts that have to be 
paid further into the future, for example long-term 

bank loans and bonds. 

Shareholders' equity 

BrE: creditors 

AmE: accounts payable or payables 

When you deduct a company's liabilities from its assets - everything it owns - you are \eft 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 This is the other half of the balance sheet in Unit 40. Complete the assets table with expressions from 
A opposite and the relevant figures, using the information below. 

• Paradigm has a bank loan of £40 million to be repaid in five years.

• It has issued £200 million worth of shares.

• It has issued bonds for £60 million that it will have to repay in seven years.

• 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 

(a)--------------------------------------·---------

(c) 

(d) ............................................... . 

Total current liabilities 

Bank loan repayable in five years 

(9) ............................................... . 

Total long-term liabilities 

(h) ............... ............................... . 

(j) .. . 

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 The item for creditors includes debts that will have to be paid relatively soon. 

2 Overdrafts are a form of short-term loan. 

3 In the coming year, Paradigm will have to pay more tax than it pays out in interest on its loans. 
4 The figure of £12 million for creditors relates to money that it paid out to them in the previous 

period. 

5 Shareholders' equity of £200 million is the current value of Paradigm's shares held by 

shareholders. 

6 Retained earnings is the total of all the dividends that have been paid out to shareholders 
over the yea rs. 

Over to ', ·:. 

When a company goes bankrupt, i.e. goes out of business, what are its usual liabilities? 
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94 

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 equipme,nt, etc. although no actual cash leaves the company, of course. 
However, the cashflow statement shows cash inflows and outflows - money actually coming into 
and going out of a company in a particular period. 
A company can have cashflow problems even if it is profitable, for example if it is paying suppliers 
more quickly than it is being paid by customers. This is related to the credit terms that businesses 
have. In the UK, there is usually an agreed 
credit period of 30 days or more in which 
invoices must be paid. In some countries, this 
period is much longer. 

Types of cashflow 

The forms cashflow, cash-flow and g 
cash flow are about equally frequent.� 

Net cashflow'from operations is the money generated by the sales of th� 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

Adc:ling and suhtracting the figures above, the company calculates its net cash position at the end of 
the year. Investors check the cashflow statement to see how the company has obtained and used 
cash - how much it has made from its operations, raised through new share issues, etc. 

INVESTMENT loons ,epoymenh and inte,esl pales of goods o�d se<vkes OPERATIONS

� 
ACTIVITIES sales of secud�es 

1 ! iv· + 
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43.1 Use the information in A and B opposite plus the facts from the presentation below to complete the 
table about a fictional UK company called SBC. 

Last year, SBC had a net cashflow from its operations of £10.1 million. It bought a new office 
building for £8 million and new equipment for £1 million. The company lent £1 million to one of 
its directors so that she could buy a new house. SBC paid £10 million to buy shares in Company A 
and obtained £6 million for shares that it sold in Company B. 
It received interest of £500,000 on a loan it had made to another director and sold its old office 
building for £5 million. 

SBC obtained a bank loan for £500,000 that it will have to repay next year. It paid out 
£1 million in dividends to shareholders. It raised £1.25 million by issuing new bonds and 
£1.75 million by issuing new share capital. It also repaid a loan of £1.5 million that it obtained 
last year. 

(Millions of pounds. Negative figures are shown in brackets.) 

Operating Net cashflow from operations 10.1 

activities 

Investment purchases of securities (10) 

activities 
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 (c) 

sales of land, buildings and equipment (d) 
� 

Net cashflow from Investment activities 
"' 

(e) 

Financing money received through short-term borrowing (f) 

activities 
money repaid in short·term borrowing (g) 

I
money received through issuing new shares 1.75 

,, 

II 
in the company 

money received through issuing new bonds (h) 

in the company 

dividends paid to shareholders (i) 
" 

Net cashflow from financing activities 3.0 

NET CASH POSITION AT YEAR END " (j) 

What are typical credit terms in your country or other countries that you know? 
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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 pr.t>duced 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 tre tBITDA 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). 

Investment ratios. 

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. 

Another way of comparing companies is by looking at investment ratios - the relationship of one 
key figure to another. 

One important ratio is return Ol'I assets (ROA}, where you look at a company's profits for the year in 
relation to the value of its asse� (see Unit41) to see how well managers are using those resources. 
This is an indicator of how w�ll 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 capacittor:it may have spare capacity. 

If a company uses relatively few resources <::ompared to similar companies to generate a higher level 
of profits, you can say, sligh�ty 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 u�eful measure of performance here. 

Return on equity 

Return on equity {ROE) measuires how well a company's managers are using shareholders' equity 
(see Unit 42) to invest in activiti�s,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 t!hat year oflo per tent. 

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 borrowihg 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 borrowi:ng in relation to its share capital is highly or heavily leveraged. You 
can also say that it is heavily inclebted. 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. 
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Leverage is also called gearing, especially in BrE. 

Companies may be said to be highly geared. 



44.1 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) --------···········-···-··················· 

.. ...... ... .... ...... ......... ....... .. .... If we look at Sequoia's 

(2) ......................................................................... · .... , our excellent 

EBITDA net income 

(3) ........ ................................................................... is more 

understandable. Our (4) .... 

.............................................. in the quarter was $93,000, but 

our (5) were 

$253,000 for the same period, or $160,000 

higher. 

44.2 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. 

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

1 These bonds are often issued by D a leveraged, the slowdown was catastrophic - it's
highly a bad time to be a builder but a good time to 

2 For building firms that were heavily buy a house. 
3 We needed to reduce debt and de- D b leverage in order to survive.
4 High-risk bonds perform better D c geared, having borrowed to expand their 

when the economy is booming, businesses in the boom and now, with incomes 
helping heavily falling, interest payments that are difficult to 

5 The company is massively over- make. 
6 Many firms are too highly D d leveraged and owes much more to lenders than

its operations will ever bring in. 
D e leveraged small companies to make scheduled

payments of interest and principal. 

Over to 

D 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 t:o the share price. For 
e,.:ample, a company whose shares are 
worth €20 and that pays a dividend of €1 
has a yield of 5 per cent. 

Those investors interested in high 
dividend payouts look for income shares 

- shares that have high dividends in 
relation to their prices. Others look for
growth shares, typically.with lower
yields, if they think the company's profits
will grow over the coming years and that
the shares will increase in value.

Price-earnings ratio 
But companies do not pay out all their earnings in dividends each period. Not all earnings are 
dfstributed to shareholders; companies keep some as retained earniings (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 outstanding, it has EPS of 25 cents. 

Investors can also use the earnings per share to work out the price-earnings ratio (PE ratio) - this 
is the share price divided by the earnings per share. A company with EPS of 25 cents and a current 
share price of €5 has a PE ratio of 20. 

This ratio gives an idea of how expensive a share is in relation to the profit the company is making. If 
investors are willing to pay for shares with a higher-than_-average PE ratio, it may be because they 
expect the company to have higher-than-average profits:growth in the future and they are thus 
willing to pay more for these higher predicted earnings. 

Maximizing shareholder value 
Shareholders in a company obviously want to maximize their return on investment (ROI) or return. 

They increasingly look at how the company is managed in terms of shareholder value - the total 
amount the shares they hold are paying out in dividends - and the increase in the value of their 
shares during the time that they hold them. 

I
singular: return on investment; 

plural: returns on investment 

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 s-ay 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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45.1 Complete the crossword wit� the correct form of wo.rds from.A, Band C opposite. 

12 

13 

Across 15 

2 see 12 across 

6 The number of a company's shares in existence is the number ... (11) 
7 the share price divided by the profit 'belonging' to that share (2, 5) 
8 A company may keep these for a rainy day. (8, 8) 

10 Some profits are to shareholders, some not. (11) 

12 and 2 what many investors want companies to do (8, 11, 5) 

13 occasions when one company buys another, or the companies bought (12) 
14 abbreviation relating to profit per share (3) 
15 and 9 down choice that a company makes hoping to become more prqfitable (9, 8) 

Down 

1 and 3 companies' profitability in relation to what investors have put in (7, 2, 10) 
4 If a company doesn't keep all the profit from a particular period, there's a .. . . (8, 6) 
5 describing shares that increase in value (6) 
8 an abbreviation relating to what you get back (3) 

11 describing shares that produce good dividends (6) 

45.2 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. 

I _: '� 

3 Nokia made a........ ..... .. . .. ...... .. ...... .. . ... . .. ... to concentrate on telecommunications and become a 

leading supplier of mobile telephone technology and networks. 
4 Programs that provide childhood nutrition, education and agricultural know-how can pay big 

dividends - the .. . . . . . ..... .... often exceed 20 per cent a year. 

5 There is room for growth because there are many small companies available as 
.. .... .. .... . ... . .. .... . . . . ... targets. 

Over to 

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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Audit� and lheir transparerity 
Every tbmpany;appoints auditors '- specialist external accoµntants -who audit its accounts. 
The auditors apJ)rove the accounts if they thin,k they give a true and fair view of the company's 
situation. If not� they specify the qualificatio11s they have-about the accounts. If auditors do thcis, it 
certainly gets:iriv'.estors worried! 
Comp�nies th:af give mi;leading--false Linf�rmatihn in their accounts are said to cook the books . 
They may overstate or '9nderstat� parti·w�r;amou1nts -indicating that they are more or less than 
they really an=. Cpmpanies that do0 this are gujlty of fraud: 
But auditors cou11plain that there ma'.y b�.an�xpect�tion gaip bet0een wharthey are required by law
to do and whafgients and investors.so�l?tlif!l'es expect them to do; auditors say that they should not
be expected tp ·pick up every problem. 

. . - -

Following the,sc�ndal of Enron and other,c�rpotate collapses in the US, investors became 
increasingly .. worried aboutaccountiing itreg�lariti!s or fat�� accounting , apd they are demanding 
that auditors snquld be more strictly reg�lated the authorities should supervise them more 
closely. . 

� · ·  - · - · 
Regulators - goJemment agencies Checi<ing that th"e law Js:appli�d -are demanding more 
transparen�y; t�ey say ,at,idits should e�sure th�.t the com�ny's accounts should give a clear picture 
of its true fimindat situation. 

. - . c . • - . . 

They are particu���ly corcerned with: 
S " 

• auditor rotation-the printiple th,at c9mpanies shoul.d be obliged to change their auditors 
regularly . . ' . 

• conflict .o'f interests -some say that a'company's auditors should not be allowed to do its 
consultancy work, for example givrngJax 9dvice or:doing managemerit consultancy

International standards _, - -· 

In the UK, t�e
0

Vf
JY accounts are presknted fs govern'=d by regulators such as the.Financial Reporting 

Council (FRC}." I 
. ,_.,, .:·�. -=- :·--:. '-�:.i_ . . ·-::: 

In the us, they[h�ve the Gener,tlyAFceptec:I �ccou11ting !Principles (GAAP), promoted by the 
Finandal Acco��ting Standards Board f�AS:B). 
People;and institutions iinvest in co1panie�

.
worldwude. Th�refore it is important for financial 

reporting to be in a form that meaRs'. the sarrn� t�ing to pebpl.e aH o
.
ver the wort& This is why

a�cou.ntants wortdwidec1re moving (award; International Accounting Standards (IAS) -standards 
or rule� that companies all over th� world will, ideally, end op usir;ig. 
These {tandards-will ev�ntuatly be:atcepf�� by �odjes -organizations -such as the International 
Organization, �f:Securities Comff!issio?

.
� {JQSCO) represe�ting stock m'arkets all over the world,

includijl'g the all-important SecuritiE!s ah<I .Exch�nge Conimission (SEC) in the US. This acceptance 
will fadlitate inv�stment by allowing inves!-"ors fr,om:every continent to understand and trust the
account.s of companies,wherever they a:re based. 

- , 

The SEC has come under attack for not Js{n1gitsregulatorypowers - its right to control financial 
activities - to'.p�event tli:e excesses that Ee1to th.e banking crisis qf the years 2007-9. Critics said that 
its oversight -control - of the financial services industry was not strict enough. 
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46.1 Complete the article with these expressions from A opposite. Use two of the expressions twice. 

auditor rotation 

irregularities 

auditors 

overstated 

collapsed 

transparency 

cooking the books 

regulator 

fraud 

understated 

US audit regulator imposes record fine 

A US audit (1) ..................... ....................................... has fined 

(2) Heath Berwick (HB) a 

record $9.5 million for unreliable audit reports. 

The claim centred around HB's auditing of US 

agricultural products firm Mataymeats, which 

(3) last year. Its financial 

reports were found to contain accounting 

(4) and misleading 

financial statements - its accountants had 

been (5) , with external 

auditors HB failing to spot the 

(6) . Values of its land assets 

in Argentina had been (7) ......................................................... .. 

over a long period, and costs relating to the 

Mataymeats wholesale operations were hugely 

(8) . Investors in the 

bankrupt company are now suing Mataymeats' 

directors for (9) ........................................................... . 

A spokesman for HB said that the conduct 

described by the (10) ..................................... .. ................. .. 

was "not part of HB's culture" and "did not 

represent the professionalism for which HB is 

known throughout the auditing industry". He 

added that those involved had since left the firm. 

HB audited Mataymeats throughout the 

company's 40-year history. The case will no 

doubt intensify calls for obligatory 

(11) . Relationships 

between businesses and their auditors often 

become too cosy, and a regular change of 

auditor would hopefully lead to more 

(12) for investors. 

46.2 Decide if these statements about the article in 46.1 are true, false, or if the information is 
not given. 

1 The regulator fined Mataymeats. 

2 Mataymeats is still in business. 
3 The costs of wholesale operations were miscalculated by a large amount. 

4 The regulator is suing Mataymeats for fraud. 

5 The individual auditors involved are now working elsewhere. 

6 The knowledge that auditors develop about their clients is always beneficial. 

46.3 Look at B opposite and answer the questions using abbreviations. Which body or set of rules would 

be most involved with, or relate mainly to the following? 

1 a company whose shares are listed on the New York Stock Exchange and that is accused of 

accounting fraud 

2 the way that something is presented in a UK company's accounts 

3 discussions between stock exchanges around the world on standardizing procedures 

4 the way multinationals around the world account for profits from overseas subsidiaries 

5 the way that something is presented in a US company's accounts 

Describe a case of false accounting that you remember. What happened to the people involved? 
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4 7 The business cycle 

- Key indicators

102 

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 bor 1rowing - how much people have 
borrowed in loans, on their credit cards, etc. 

d the property or housing market - house prices, 
and the price and availability of mortgages - loans 

to buy property. Interest rates decided by a country's central bank - how much it costs to borrow 
money - are very important in this context. 

e inflation - how fast prices are rising. 
f financial markets, including the stock market for company shares. 
g the trade balance - how much the country is importing and exporting. If it exports more than it 

imports, it has a trade surplus; if it imports more than it exports, it has a trade gap. 
h exchange rate - the value of a country's currency. 

government spending - the amount that the government is paying for everything that it provides. 
There is a budget surplus when a government takes in 

I more in taxes than it spends; there is a budget deficit property, housing: BrE and AmE

when a government takes in less in taxes than it spends. real estate: AmE only

The business cycle 
Economic growth is when a country's economic activity increases. Typically, when the economy 
recovers from a trough - its lowest point - there is a period of recovery when growth starts to pick 
up - speed up. This is followed by a phase of prosperity when people and companies have money to 
spend and feel confident about the future. These two phases make up a period of expansion. 

The economy then peaks or reaches its peak - highest point - and starts to decline - grow more 
slowly. The economy may even shrink in a period of contraction or contract in a slowdown - get 
smaller - before it reaches a trough or bottoms out and starts to grow again. This is the economic 
or business cycle. 

Boom and bust 
When the economy is booming - growing fast - commentators start to talk about the risks or signs 
of overheating, with key indicators getting out of control, and a loss of economic stability. They 
talk about the need for a soft landing, with the government aiming to bring economic activity back 
to more sustainable levels - ones that can be continued - without the economy going into 
recession - technically, a period of declining activity lasting two consecutive quarters (six months) 
or.more. 

A long period of severe recession is a depression or a slump. This whole process is referred to, 
slightly informally, as the boom and bust cycle. 
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47 .1 Match these headlines (1-9) with the issues that they relate to (a-i) in A opposite. 

1 
Shares in biggest one-day rise for 1 O years 6 

Average pay rises .. 3 per cent -
gas, electricity fall 

.. 

2 
Average house price now €300,000 

7 
TRADE GAP WIDENS BY RECORD 

3 
Jobless at lowest for 12 years 

£500 MILLION 

8 
Government borrowing rises 4 

CONSUMERS IN RUSH TO MALLS to unprecedented levels 
'- . . 

5 
Dollar falls to 15-year low against yen 9 

Consumers and firms hit 
by price jump shock 

47 .2 Use nouns from B opposite to complete the labels in this diagram. 

>­
� 
0 
z 
0 
() 
w 

(5). 

(1) ................................. . (2) ................................. ..

(6) ............................... ..

TIME 

4 7 .3 Use correct forms of expressions from C opposite to complete these sentences. 

4r 

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 president said he is concerned but believes the market will find a .................................................................... . 
without substantial government intervention, and will not go into a recession. 

4 Government spending went well beyond sustainable levels during the boom and this threaten·ec:J 

5 The economy had a sudden reversal and experienced a severe ................................... .......................... ..... .......... .. 
following growth of 8 per cent the previous year. 

6 In the gold industry, cycles last an average of ten years. 

Over to , � 
°"' -" - �- :r'li .. ,, r.-.r:;,.,,, _ .. - -� - • • 

At what point in the business cycle is your country right now? What is the state of some of the 
key indicators? 

Business Vocabulary in Use Advanced 103 



48 Bursting bubbles

104 

Bubbles 

A bubble is a period when demand for something- the 

number of people who want to buy it - grows too fast, leading 

to prrces also rising too fast. 

Here are some frequent combinations with 'bubble': 

economic 

financial 

speculative 

real estate 

housing 

property 

mortgage 

bubble 

Then the bubble bursts, with demand falling very fast. Prices crash, with buyers wanting to sell for 
whatever they can get, including those who had bought at the top of the market - when prices 
were highest. 

The credit crunch 

The credit crunch of 2007-9 was part of a wider banking crisis. US banks had lent too much money 

to mortgage borrowers who could not repay. These were called sub-prime or, informally, NINJA - no 

income, no job or assets - mortgages. The banks had repackaged and sold oin these mortgages in 

the form of new securities - lending - to otheriinancial institutions, who then lent money to yet 
others on the basis that they would get their money back from rep�yments of the original 

mortgages. 

However, the buyers of these securities did not know that the mortgages were high-risk. When 

house buyers started to default on - stop repaying- their loans, the lenders were in trouble. These 
defaults meant that what banks thought were valuable securities were in fact toxic - worthless -
assets. 

Some commentators blamed light-touch regulation of banks; they said that the government 

regulators had not been strict enough. And they criticized ratings agencies - commercial 
organizations that publish risk levels for different securities, who had underestimated the risks. 

Banks said that they wanted to deleverage - rely less on borrowed money. Some financial 
institutions were in danger of going out of business, and governments in some countries had to 

rescue them. Banks refused to lend to each otner 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. Th12y started printing money - putting more money 
into the economy than realty 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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48.1 Match the two parts of these sentences containing expressions from A opposite. 

1 During the real estate D a bubble because buyers listed incomes much higher 

2 One striking difference between than what they really earned. 

the current crisis and recent D b bubble also represents a period of lost wealth, 

financial even for people who keep their homes. 

3 Students and factory workers D c bubble burst, revenue was slashed and the 

were putting much of their government incurred a budget deficit of HK$32 

savings into stocks, threatening billion. 
to create a speculative D d bubble, as the nation tried to spend its way to 

4 The bursting of the housing recovery. 

5 No-proof loans fed the mortgage D e bubble that could end in a damaging and 

6 When Hong Kong's property politically explosive crash. 
7 Yubari continued building tourist D bubble, lenders and mortgage brokers sometimes 

sites even after the collapse of encouraged homeowners to borrow more based on 

Japan's economic inflated home values. 
D g bubbles is that this time it is the developing world 

that is best positioned to weather the current 
storm. 

48.2 Look at the expressions in B opposite. What are these things examples of? 

1 the Financial Services Authority, responsible for seeing that UK bank finances are healthy 

2 Standard and Poor, an organization that judges how likely it is that loans will or will not be repaid 
3 manufacturing, retail, etc. as opposed to financial services 
4 when banks are left to decide for themselves which activities are too risky to get involved in, 

rather than being told what to do by the government 
5 when banks and companies borrow less 
6 when a housebuyer stops repaying their mortgage 
7 debts that lenders discover are never going to be repaid, having previously believed that they would be 
8 when many companies go out of business, unemployment rises to 10 or 20 per cent, and the 

government doesn't really know what to do 

48.3 Complete the table with words from A, Band C opposite. 

Noun Verb 

crash 

default 

deflate 

deleveraging 

regulate 

rescue 

stimulate 

How did the credit crunch of 2007-9 affect your country? 
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49 Corporate social responsibility

106 

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 fi:equent combinations: 

behaviour doing things that are morally right 

lapse temporary failure to act in the correct way 

dilemma a choice between two actions that might both be morally wrong 
ethical 

standard a rule for moral behaviour in a particular area 

stance a stated opinion about the right thing to do in a particular situation 

issue an area where moral behaviour is important 

Accountability and transparency 

Individuals and organizations should be accountable -.completely open about what they do and 

able to explain their actions. Dealings - business transactions - should be transparent - not hidden 

or secret - and explainable in a way that can be understood by outsiders. Companies may say that 
their managers and employees should act with integrity and, more formally, probity - complete 
honesty- and that they do not tolerate any form of professional misconduct. People expect the 

behaviour of organizations to be above board - completely open and honest. 

Corporate social responsibility 

Companies have long had codes of ethics and codes 

of conduct saying how their managers and employees 
should behave. Now they are looking at these issues in 

more systematic ways. They are designating executives 
to oversee the whole area of corporate social 

responsibility (CSR), which relates to the following 

areas, among others: 

a employment and community: tt,ey w;;mt to pay 

attention to things that affect the well-being of 

everyone, not just their employees, in the areas where the company has its plants, offices and 
other activities. 

b environmental protection: they want to conduct business in ways that:protect the environment, 

for example to ensure that the company does not cause pollution of the aiir, rivers, etc. and does 

not endanger plant and animal life or contribute to climate change (see Units 50 and 51). 

c 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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49.1 Match the two parts of these sentences containing expressions from A opposite. 

1 'We are committed to the 
highest ethical 

D 

D 

D 

D 

D 

D 

a stance, we are always looking to reduce the amount of paper 
we use:

2 Is ethical 
3 There were questionable 
. ethical 

_ 4-_ They tightened the city's 
ethics policy after a string 
of ethical 

5 'As a bank with a strong 
ethical 

b lapses came to light, including city managers hiring their 
relatives. 

c behaviour in business affairs different from everyday 
behaviour in the family or community? 

d dilemma of whether to disclose to a buyer that the house 
might soon be demolished to make way for a new road. 

e standards and to promoting our medications only for 
approved uses; the company spokesperson said. 

6 He's dealing with the 
ethical 

f issues, including whether he helped a company that hired his 
brother as a lobbyist. 

49.2 Compl�te 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 

.............................................................................. , and to accept that failure to comply carries the threat 
of fines: 

3 It faces the most serious charges of... . . yet brought against a big 
accountancy firm, with claims that it deliberately concealed evidence 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 than they are today for 
what they spend and how. 

49.3 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 seemingly intractable issues 
confront governments around the world, who are 
sometimes unable to effect positive changes. With 
the emergence of companies as some of the most 
powerful institutions for innovation and social 
change, more (3) shareholders. regulators customers 
and corporate partners are increasingly interested 
in understanding the impact of these organizations' 
regular activities upon the community and its natural 
resources. With the world's largest 800 non-financial 
companies accounting for as much economic 
output as the world's poorest 144 countries, the 

Over to 

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 wc1ys 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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50 Social reporting

108 

Social reporting 
In recent years, businesses have been increasingly aware of 

the importance of social and environmental issues for their 
reputation. There has been a trend towards commissioning 
social audits relating to their social performance - these 

audits evaluate the effect of their behaviour in relation to 
their employees and to society as a whole. A new dimension 
in this is companies' attitudes to the now urgent issue of 

climate change. 

Social audits are part of social reporting - when a company 
regularly gives information about the social impact of its 
activities - and supporters say that it is as important as 
financial reporting. They say that it provides important 
information for all of a company's stakeholders. This is part 

of the wider picture of stakeholder theory - the idea that 
companies have responsibilities not only to employees, 
customers and shareholders, but to all members of society 
affected by their activities. 

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. 

responsibility 
when companies are concerned about the consequences of their 
activities on the community as a whole 

welfare when work conditions are good and people are happy 

Labour standards 

Companies are al.so 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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50.1 Complete these extracts with expressions from A opposite. 

1 The management has to be aware of its wider responsibilities to the community, not just 

employees and shareholders, when presenting new proposals. This is sometimes called 

2 There is a risk that companies in industries that are more renowned for polluting and exploiting 

than caring and sharing could adopt and use it to highlight their more 

ethical activities, purely as a ...................................................... .. .................... . 

3 The investment fund Jupiter says it will 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 could include bankers, customers and suppliers, potential 

shareholders, employees and even government departments. 

5 A group of experts looking at how company law operates is already considering whether 

companies should be forced to publish annual , giving details of their 

social and environmental policies. 

50.2 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 Organizations have benefited by adopting strategic approaches to environmental and social 

3 Different individual self-interests can have a negative effect on corporate profits and hence reduce 

overall social ......................................... ....... . 

4 The federal government is facing a harder time obtaining resources to fund social 

5 Toyota is seen by many as the automaker most successful in creating an image of environmental 

sensitivity and social ................................. ............... . 

50.3 Match these expressions from C opposite with the newspaper headlines. 

1 

a worker representation 
b child labour 

c health and safety record 

d sweatshop labour 

Underage children found working in clothing factory 

2 
PLANT'S UNION REPRESENTATIVES SACKED 

3 Workers get 25 US c��ts an �our to� 12-hour day ingrim conditions j 

4 
Factory accidents '30 per cent above national average' 

Find out about social responsibility issues in a company that you are interested in. 
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51 Green issues

110 

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 should not pollute the air with toxic emissions from 
chimneys or with effluent - toxic liquids that they discharge into rivers or the sea. They should 
dispose of waste in acceptable ways. 

Critics who say that manufacturing is often moved to;countries with less strict regulations complain 
that pollution is being exported. 

Nuclear power plants are required to monitor levels of radioactivity - a form of energy that can 
harm humans, animals, etc. - but critics say that even minimum levels of radioactivity are 
unacceptable. And some pollutants are carcinogenic - they cause cancer. The nuclear energy 
debate has now been reactivated in the context of climate change. Supporters of nuclear power say 
that it can help to combat global warming. 

Eco-friendly products 

Deep-sea fishing has to be done in a way that maintains fish stocks and avoids overfishing. 
Agricultural products should be produced in ways that can be continued and that avoid 
overfarming. 

Ideally, those engaged in logging that causes deforestation should 
have an incentive to maintain future timber stocks through 
reafforestation. 

Another aspect of sustainability is 
renewable resources, including 
alternative energy sources such as 
wind power, solar power from the 
.sun and tidal power from the natural 
rises and falls in sea level. These are 
together known as renewables. 

These are some of the 
environmental or green issues that 
governments and companies are 
facing. Companies may say that their 
products and activities are eco­
friendly. (Eco- is used in many other 
combinations to refer to the 
environment.) 

BrE: reafforestation 

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 9r their �eafood from sustainable fishing methods. 

Some companies produce reports on these issues that give a more favourable impression than is 
justified by the facts. This is called greenwash by critks. 

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 

µac.kaging that must be reused and recycled. Household and industrial waste should also be 
recycled. Some companies, for example, are recyclin'g 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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51.1 Complete the table with words from A, Band C opposite. 

Noun Verb J Adjective 

carcinogen -

discharge -

disposal (of) -

environment -

polluting 

recycling ' 

51.2 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 collection and of electronic products. 

4 The introduction of stringent rules and heavy fines has led to less waste being ................................................ . 
into the sea. 

5 The Food and Drug Administration continues to find traces of...... . chemicals in 
imported fish. 

51.3 Complete these extracts with appropriate forms of expressions from Band C opposite. 

1 

2 

3 

4 

5 

Illegal ................................. .. .......... 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. 

Haiti has begun impor ting wood directly from Delaware because extreme 
has eliminated 95 per cent of its trees. 

............. ................. ... 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. 

Critics call the ads ................... ;-·· ..... ....... , a thin attempt to make 
companies' activities more eco-conscious than they are. 

What steps have been taken in your area to help the environment? What else should be done? 
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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 conseque@ces if U1is continues, 
with, among other things, storms and rising sea levels causing floods, and droughts - periods of 

low or no rainfall. This in turn will lead to severe effects on infrastructure - transport, 
communication, etc. - with large numbers of people forced to move away from affected areas. 

Carbon management 

Individuals and companies are increasingly aware of their carbon footprint - the amount of carbon 

dioxide that their activities produce - and take measures to reduce it. Governments talk about the 
need to reduce carbon levels and have signed climate treaties - international agreements - that 

oblige countries to take measures to reduce the amount of carbon that they emit. The first of these 

was the Kyoto Protocol of 1997, designed to put the United Nations Climate Change Convention 
into effect. Change has been slow, however, and in 2014 the UN Intergovernmental 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 buyinKcarbon 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 dbing this the ;;3mount 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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52.1 Complete the article, using expressions from A opposite. Use some expressions more than once. 

NATIONS MUST �ACT NOW' ON CLIMATE CHANGE 

C ��:::::;::\�;;�
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e��:�
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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) ........... ....... .................................................. , said the Institution of Mechanical Engineers, an 
international body for the engineering 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 countries to the developing world in order to help poor countries to adapt to 
climate change , which they otherwise would not have the funds to do. 

(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. 

52.2 Relate the underlined words to nouns in B, C and D opposite. 

1 I'm trying to reduce mine by taking the train more and flying less. 
2 They are already much higher than predicted ten years ago. 
3 Critics say that these agreements are useless while coal is still being used as a fuel. 
4 This is very expensive, but removing carbon from the atmosphere can be done. 

(2 expressions) 
5 !1 needed to be replaced by a stricter agreement, limiting emissions even further. 
6 Land Rover has a scheme for these, whereby the emissions during a car's first 40,000 miles are 

compensated for by projects reducing the use of burning wood as fuel in East Africa. 

7 Companies can trade these so that some companies emit more carbon dioxide and some less, but 
the overall level is the same. 

52.3 Use appropriate forms of verbs from B, C and D opposite to complete these sentences. 

1 Engineers are now able to ................................................ carbon dioxide and store it underground. 

2 Companies can their emissions by commissioning activities 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 ................................................ by 

················································ it.

5 Carbon credits can be ..... ..................... .............. ......... between companies. 

What steps have you taken, or might you take, to reduce your carbon footprint? 
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- Board organization

114 

Corporate governance is the way a company is 
organized and managed at the highest level. This 
can have a critical influence on the company's 
performance. 

A company's board of directors or corporate 

board includes the following board members: 

• 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 two or not. Should the roles of chairman or chairwoman and chief executive officer be 
held by one person, or should there be a separation of roles? 

Some people say that these two functions should be separated in order to avoid concentrating too 
much power in one person's hands. Supporters of combining the two roles, however, say that this 
gives the company stronger leadership. 

Rewards for success (and failure) 
Executive pay - or, more formally, executive remuneration or compensation - 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 cr_isis 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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53.1 Complete the sentences with appropriate forms of expressions from A and B opposite. 

l Under Terry Semel's , Yahoo increased its revenue ninefold and more 
than tripled the number of employees to 12,000. 

2 It's obligatory for corporations in Germany to separate into a, 
more senior, board (Aufsichtsrat) and a 
board (Vorstand), with the requirement that a third of the members of the 
............................................................................. are not shareholders. 

3 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. 

53.2 Complete the table with words from C opposite. 

Verb 

remunerate 

compensate 

incentivize 

pay out 

pay off 

53.3 Now replace the underlined 
expressions in the sentences 
with appropriate forms of 
expressions from the table in 
53.2 above. 

l In these, such as the ones in 
2008, governments have to 
lend vast amounts of money 
to the banks to prevent them 
from collapsing. 

2 The average CEO in the US 
is now paid 500 times more 
than the average employee, 
so this is very controversial. 
(2 expressions) 

3 Everyone agrees that 

I 

i Noun 

reward 

bailout 

executives should have these as motivation to produce good results, but when they are given 
bonuses just for average performance, there is anger. 

4 There is also anger when executives leave their organizations following poor performance, but 
they receive huge ones even so. (2 expressions) 

Over to you 

What are the governance bodies of your company or one that you would like to work for? 
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54 Ethical investment

- Activist shareholde.rs
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. 

Controve.rsial products 
George Unwin is a fund manager for an ethical investmenHund: 

'People and organizations who put thek money into our fund want us to invest it in ethica! ways. 
We want to avoid companies that have a bad record on sodal and environmental issues. 
We particularly want to avoid certain s�ctors: tobacco, arms manufacturers, nuclear power or 
uranium producers. So we put our clients' money into funds that do not invest in these activities. 

'In selecting companies to invest in, we look closely at hoyv tpey are managed. We are particularly 
interested in issues of corporate governa_nce. We believe that well-managed companies are more 
profitable to invest in. As ever, transparency and accountability (see Unit 49) are key! 

SodaUy respon·sible investme.nt 
There is more and more relevant information about �thicalty run companies that people can put 
their money into. In the UK, FTSE4Good is an inc:lex'of ethically managecl 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 sustainabiHty

•· DJSI Stoxx-180 companies from MEuropean countries

Sustaina�ility is the'idea.that businesses should be. run not for short-term profit, but in a way that 
ta.is.es account ofJheJong-term interest's of sodety and the environment. (For more on this, see Units 
51 and 5�.) DJSI d�fines corporat� sustainability an these terms: 

a 'Strategy: integrating 1
,
ong:t�pnecoDomic, environmental and social aspects in their business 

- strategi�s while maintaining global competitiveness and brand reputation.
b Fina.11c!,l:me�ting sh,cireholders' dema�ds

. 
for soimd'financ.ial returns, long�term economic

gro'IVfh� op:� comr11·�nication and transparent financial accounting. 
c Customer andProduct: fostering loyalty by i,nve$ting in customer-�elationship management, and 

product ar1d service innovation that focuses on tE;chnologies and systems, which use financial, 
naturafand social resources. in an efficient, effective and;economic manner over the Jong term. 

d Gov,ernance 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 rnaintain workforce capabilities and employee satisfaction 
through best-in-class organizational:[earriing and knowledge-managenfont practices and 
remuneration and benefit prograrns.' 

The FTSE4Ge>od and OJSI indexes give the overall v.atue ofthe share prices of the ethi.cal firms, and 
we can cqmpare the performance of individual firms a�ainst them. 

This is pap: of the lllovemert towards, socially respe>n�lble)nvestment (SRI). 



54.1 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 A fund that promises not to invest in companies that make weapons. 
3 An oil company that says it will take full responsibility for the environmental consequences of its 

production activities. 

4 Pension funds and insurance companies that invest on the stock market and elsewhere. 
5 A company that has a board structure that follows best practice in this area. 
6 People who own shares in a company and want to prevent the company operating in a country 

whose government they disapprove of. 

54.2 Complete the table with words from B and C opposite. 

Noun I Adjective I Adverb 
ethics ethically 

transparent transparently 
accountable -

sustainable sustainably 

54.3 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 supplying only caught fish. 
4 Sales managers may influence salespersons to behave more or less ................ toward their 

clients. 
5 Shell views openness and 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. 

54.4 Match what these executives say (1-5) with the points (a-e) in C opposite. 

We have taken steps to evaluate the effectiveness of our employee training programme. 1 

2 With the latest software, we can anticipate what our customers are going to require from us six 

months from now. 

3 

4 

5 

We really: have to take account of the fong-term environmental impact of our activities. 

We follow all the latest recommendations on structuring our board of directors in the most 

responsible and effective way. 

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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In terms of economic development, the world is
divided into:

• the rich industrialized countries or advanced·
economies of the West. (The West is taken to 
include countries such ·as Japan and Australia.).

• the developing countries or less-developed
countries (lDCs) at varjous stages of
industrialization -they are newly 
industrialized countri,es {NICs). S-ome of these 
are middle-income countries. And some, such as
the Asian tigers - fast-growing economiesjri SE:
Asia like Taiwan and Singapore - are reaching
Western levels of wealth and prosperity. The. BRIC countrjes - Brazil, Russia, India, China -
have also been quickly increasing their income per head·- the money earned and the wealth
possessed by each person.

• countries with rural eoonomies -based on agriculture - and very little industry, where most
people are very poor. These are sometimes referred to as the Third World.

People who want to emphasize the difference between the industrialized and the less-developed· 
countries of the world often refer to the North and the South. 

GOP and GNI 

The prosperity of a country is measured in terms of GDP (Gross Domestic Product), which is the 
value of its economic output - all the goods and services produced there in a year. GDP per capita 
is the total output of a particular country divided by the number of people living there. 

High national income can mean high living standards -high levels of wealth for people. This 
depends on the income distribution of particular countries - the way that money is divided among 
the people of a rnuntry. 

• Prosperity can also be measured in terms of GNI (Gross National Income). This includes money
coming into a country from investments abroad, minus money leaving the country to go to investors
from abroad. This is the new name for what used to be called GNP (Gross National Product).

Globalizing trends 

Globalization is the tendency. for the global economy to function as one unit, with increasing 
interdependen<:e between different parts of the world - what happens in one place affects what 
happens in another. 

Hlese are some of the factors that are driving globalization. Its supporters say that growth and 
prosperity will continue to spread thanks to: 

• free mov!E!ment of capital - money for investment can be easily moved around the world 

• trade liberalization or free trade -obstacles to intemati.onal trade are gradually being 
removed

• shipping costs that are ever-declining thariks to the effidency of containerization

• telecommunications �nd computing costs'that hav� falllen dramatically

But the credit ctunch (see Unit 48) of 2007-9 strengthened criticism of globalization, with some 
poUt,cians wanticng to protect partkular 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. 

Across 

2 very poor countries. considered together (5, 5) 
4 levels of material comfort: living (9) 
7 where most activity happens outside towns: 

.. . ....... . economies (5) 
9 Advanced economies are ...... (14) 

10 poorer countries considered together: 

Down 

1 and 5 old name for GNI (5, 8, 7) 
3 how money is divided between 

people: income .................... (12) 
6 wealth (10) 
8 abbreviation for gross national 

product (3) 
the ................ (5) 

14 all goods and services produced in a particular 
period (8, 6) 

11 Singapore, Taiwan and others: Asian 
......... (6) 

12 the 'L' of LDC (4) 
16 rich countries considered together, even if they 13 rich countries considered as a group: 

are not all located there: the .................... (4) 
18 and 15 down . . ... .... countries are 

between the rich and the poor ones. (6, 6) 

55.2 Match these sentences with expressions in C opposite. 

the (5) 
17 abbreviation for gross national 

income (3) 

1 The charge for transporting a whole container of goods across the Pacific can be as little 
as $50. 

2 The cost of a three-minute phone call from London to New York in 1930 was £200 in today's 
money. The same call costs much less than £1 today. 

3 There are no taxes on goods traded within the European Union. 
4 We can invest in many Asian countries and bring back our profits without penalty. 
5 We should impose special taxes on foreign-made steel. 
6 The US imports more than it exports, much of it from China, and China buys American debt. 

Over to 

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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56 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':

debt 

load I 

burden 

service 

rescheduling 

restructuring 

relief 

forgiveness 

an amount of debt owed by a company, country, etc. seen as a problem 

making repayments on a debt 
when lenders agree for a debt to be repaid at a different time 
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 
when lenders agree that debts do not need to be repaid 

Debt load is more frequent than debt burden, and debt g 
rescheduling is more frequent than debt restructuring. � 
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56.1 Complete the sentences with expressions from A opposite. 

1 China remains the largest recipient of among developing economies. 
But after a decade when heavy... from abroad were credited with 
bringing the country out of poverty, that investment is levelling off. 

2 were imposed as an obstacle to foreign investment in the country. 

3 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. 

4 Almost everywhere we see a lowering of barriers to the international transfer of capital, 

goods, services, culture and information. The prevailing trend almost everywhere is towards 

5 Investors should keep in mind the political and economic ............................ . 
emerging markets. 

56.2 Replace the underlined expressions below with expressions from B opposite. 

1 1.t demands both economic 
growth and specific anti-poverty 

policies. 

2 Critics say that the country's 

social welfare policies will be 
impossible to continue if oil 

prices fall. 

3 Among the government's plans 
are a $2 billion plan to expand 

subway services in major cities. 

4 The government has shifted the 
emphasis of policy from the 
control of inflation to making 
the economy bigger. 

5 Despite all the promises made 
by rich nations, these countries 
are still suffering under the 
burden of unpayable debts. 

6 When we worked on these 
objectives ten years ago, clean water was one of the goals. 

in many 

7 These institutions spread particular economic policies around the world, usually in exchange for a 

badly needed loan, or a condition attached to a loan. 

56.3 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. 

debt D c service to no more than 8 per cent of the state's tax.
4 The company is negotiating a debt- D d restructuring would prevent it from going bankrupt.

5 Celebrities have taken up the D e cards alone, peaked at around $40,000.

cause: Bono campaigns for debt D f relief and Angelina Jolie puts African hunger on 

6 The couple's debt load, on credit MTV. 

Over to you 

Should the debt of developing countries be completely forgiven? Why?/ Why not? 
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Dismantling the barriers 

Free trade areas or blocs such as 

• the EEA (European Economic Area) -

containing the European Union plus
some other countries

• NAFTA {North American Free Trade 

Area) - Canada, US and Mexico

• GAFTA {Greater Arab Free Trade Area)

• Mercosur - a grouping of South
American countries

have dismantled - abolished - trade barriers between their member countries, or moved towards 
dismantling them. These barriers include: 

• tariffs- taxes on importeq goods

• quotas - limits on the number of goods that can be imported

Supporters of free trade believe that there is increased prosperity for all if goods and services can be 
freely bought and sold all around the world, The World Trade Organization (WTO) is working to 
remove or dismantle trade barriers and to resolve trade disputes ..:.. disagreements about trade. 

However, countries of the North have yet to open up their markets fully to agricultural goods from 

the South. WTO negotiations are permanently ongoing. The latest stage of negotiations is referred to 
as the Doha round, after the Gulf city in Qatar where they began in 2001. 

Protected industries 
American steel executives complain that they have higher costs than many other steel-producing 
countries and that they can't compete with their prices. They say that some countries are dumping 

their steel - selling it for less than it costs to produce. So they asked the government to impose tariffs 
on imported steel. 

But steel producers in other countries feel that the US is engaging in unfair trade practices; from 
their point of view it's protectionism. They say that they believe in free trade, and that they should 
be allowed to compete in an open world market for steel. 

And even within free trade areas, during the economic crisis of 2007-9 there 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, I look for the Fairtrade 
mark. The Fairtrade organization ma�es 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 t!:ieir product without 
going through the usual middlemen - wholesalers. 

'Prices can fall dramatically when there is overproduction around the world, causing a glut in a 

partic.u\ar commodity, but Fairtrade guarantees prices paid to producers.' 
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57 .1 Complete the sentences with appropriate forms of expr.essions 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. 

2 He said raising prices by increasing .. ....... .. . ............ . .............. ...... ................... on Japanese luxury cars would give 
Detroit's Big Three automakers an excuse to increase their own luxury car prices. 

3 The BRIC economies have been growing and. . ... ..... ............... ................. their markets. They offer 
many new opportunities. 

4 The European Union warned that South Korea should open up its car market, accusing the country 
of ....... ........... .............. ................................... . 

5 If the Commerce Department rules that Mexico is.. . tomatoes, consumers 
can expect higher tomato prices because the US will impose ............................................................................. on them, 
limiting the numbers that can be imported. 

57 .2 Look at C opposite. Then read the article and decide if the statements below are true or false. 

Smallholders are too often overlooked by 

companies and policymakers alike, but they 

could hold the key to helping solve the food 

crisis and tackling poverty. Just 20 years ago, 

Rwanda was utterly devastated. They are now 

rebuilding their economy, with organized 

smallholders at its heart. Just 20 years ago, 

Maraba village was one of the country's 

poorest; their low-quality coffee was sold 

straight off the bushes to passing middlemen. 

Today, the Maraba farmers have organized 

themselves into a Fairtrade-certified 

cooperative, have four washing stations (the 

first stage in processing coffee), have trained 

the first generation of cuppers, or tasters, 

who are constantly improving quality, and 

are commanding record premiums for their 

prize-winning beans. They are roasting and 

selling their coffee all over Rwanda as well as 

exporting it through Union Handroasted to 

UK shop shelves. 

These are the most innovative farmers I have 

ever met - constantly researching new ways to 

improve productivity, such·as making organic 

compost, or to add value, such .as roasting at a 

village level, using traditional techniques. And 

they have sparked an economic revival that sees 

Maraba now among the more prosperous villages 

in Rwanda, as evidenced by the bustling bank and 

choice of hairdressing salons, while the farmers 

are now building and running a nursery school. 

It is an economic revival that, with the right 

support, smallholders could lead worldwide. 

Some 450 million smallholder farming households 

cultivate two hectares or less, and with their 

families they make up a third of all humanity. 

Increasing their incomes will therefore be vital 

to improving the incomes of the poor. Indeed� 

because smallholders tend to spend more income 

on local goods and services, they could be the 

impetus that stimulates virtuous economic circles 

in local economies. 

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? 
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58 International aid

124 

Humanitarian aid 

When there are extreme situations, aid agencies such as Oxfam or Medecins sans Frontier,es play an 
important role. These situations include: war; natural disasters such as eartihquakes, floods,

epidemics - widespread disease; and famine - when people do not have enough to eat, f9r example 
following crop failure, when:crops are not produced as usual. Emergency reUef is provided in the 
form of supplies, medical assistance, and so on. This is part of humanitarian aid.

Aid agencies are NGOs {non-covernment 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 whtch a:id is sent and the 
uses to which it is put are influenced by pressure groups such as the NGOs menvoned above. 
Governments receiving aid

=

are recipients. Some donors give tied aid - they req�ire .the recipients to 
use the money to purchase equipment, etc. from them. 
Many would say that the purpose of aid is poverty reduction. But tl:lere is a lot of discussion about 
how this can be achieved. Some experts say that the best use of aid is to invest in_ project�that 
cont�ibute to economic development.
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58.1 Complete the sentences with expressions from A and B opposite. 

1 International. . .............. have promised about $600 million to help earthquake 
victims survive the winter. 

2 AQY opportunity to prepare for the effects of extreme changes in climate can help nations prevent 
.-heavy rains from becoming floods, a drought from becoming a , and an 
outbreak of disease from becoming an·..... .... . . . ............. .. . 

3 Insurance companies have traditionally offered policies to farmers covering .catastrophic weather
and resulting major.. .. . .......... .... .... ... . 

. 

4 Emergency .. . ............................................................. ..... all foo often arrives in the wrong quantity at the wrong 
time, flooc;Jing in when no adequate channels exist to allocate it. 

5 The squadron has a mission to provide ........................ . . ..... aid in developing nations, as 
well as help with disaster relief. 

6 Trickle Up is. an o(ganization that provides ... 
nations-who want to start small businesses. 

.. .... .. .......... __ to people in developing 

7 Natural ... '.� ............ ...... .. ............... ...... , such as the cyclone and flooding that hit Bangladesh 
.recently; yviped out many people's.s�ocks of food. 

· 58.2 Match the newspaper headlines (1-7) with a word or expression from B or C opposite. 

1 

2 

3 

4 

New online tracking system in Ethiopia 

links coffee makers to markets 

Sri Lankan women's group to start 

textile factory thanks to long-term loan 

Hundreds of protestors call 
for the cancelling of Third 

World debt 
,, 

Angola to receive cash 
from Italy to develop 

telecommunications, using 
Italian contractors 

" 

5 
Use of clockwork radios 

revolutionizes life in 

6 

7 

remote villages 

Mobile phone use in Latin America 

doubles in three years 

Can a country exist on humanitarian aid alone? Why? I Why not? 
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Sustainability 

Sustainability is the idea that the economy should be organized ln 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 tha1t takes account 
of the long-term interests of society and the environment, for example by not contributing to 
factors that cause climate change. 

Developing countries are trying to attain the living standards of the industrialized world. Some 
experts warn that, in addition to the dangers of global warming, the world's natural resources are 
not sufficient for such large-scale economic development there. 

Others argue that renewable, non-polluting energy sources such as wind power, solar power and tidal 

power will allow further economic growth without causing damage to the environment (see Unit 51). 

Word combinations with 'sustainable' 

agriculture I farming 

livelihoods 

forestry 

sustainable tourism 

fisheries I seafood 

energy 

transport 

Sustainable development goals 

The United Nations Sustainable Development Goats (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 Match these issues from A opposite with the newspaper headlines. Match some headlines with more 

than one issue. 

1 

2 

depletion of natural resources 

short-term profit 

environmental damage 

renewable energy 

sustainability 

SAHARA SOLAR PANEL HOPES 

BOOKS AND NEWSPAPERS 'DO NOT 

DEPLETE' FORESTS 

3 

4 

SHAREHOLDERS LOOKAT I
ONE YEAR HORIZON _JI

CHEMICALS FROM. PLANT FOUND IN 
RIVER 'WILL NEVER DISAPPEAR' 

59.2 Match the combinations in B opposite to these examples 

1 The development of electric cars by Tesla and 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 

land in the long term 3 Planting more trees than are cut down in 

Scotland 

4 Limiting numbers of visitors to national parks 

in Costa Rica 

7 Lending small amounts of money to business 

start-ups in Bangladesh 

59.3 Look at A, B and C opposite. Then read the article and decide if the statements are true or false . 

••• 

DESPITE MANY OBSTACLES, THE WORLD IS GETTING BETTER 

Johan Norberg explains how development 

continues with or without international 

encouragement 

When we discuss the UN's new sustainable 

development goals (SDGs), there is widespread 

pessimism. International cooperation is not what it 

used to be, and some leading politicians are actively 

undermining it. Even so, I am optimistic about 

world development. Economic growth and local 

reforms have more impact on development than 

international targets. The most successful countries 

have been the ones that opened up to the global 

economy and spurred growth. Some countries that 

made the most progress, like China, did not receive 

development aid. Development was homegrown. 

Despite setbacks, more countries are democratic, 

more farmers get ownership titles to land and to sell 

goods to other countries. Some forms of aid push 

aside local knowledge, initiative and adaptation. On 

the other hand, the reason why the world is improving 

right now is that in many countries these sources of 

progress have gained much more room to manoeuvre. 

As a result, farmers can improve their lives and 

activities in their own way and on their own terms, 

with smartphones and better fertiliser, power grids 

and health clinics, microloans and mobile money. This 

is often done with the help of aid workers, as long 

as they understand that their role is to strengthen 

communities, not to redesign them. 

Obviously, we need strong international 

cooperation to create a hospitable climate for these 

local efforts. We need an open world economy with 

the freedom to trade, we need an international 

security architecture that guarantees safety and 

peace, and we have to deal with global environmental 

problems. But if we manage to get at least the basics 

right in the international arena - granted that this 

is a big "if" - I am hopeful that billions of people will 

continue to make tomorrow better than today for 

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. 

Over to ,- ,. 

Are you optimistic or pessimistic about the capacity of the planet for future growth? Will the type of 

economic growth in the developing world described in 59.3 above continue to happen? Give your reasons. 
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60 lntercultural 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 b_elieve in. Cultural differences can arise when people 
from different cultures work together or do business together, for exampl,e in these areas: 

a Hierarchy What is the distance between managers and the people who work for them, and how is 
this shown? 

b Roles Qf 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? 

c Conversation and discussion What is the system of deference - showing respect - in 
communicating with more senior colleagues? How do pe·ople 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. 
Relation of work and private life What forms of hospitality are shown to customers/clients? Do 
businesspeople invite colleagues and contacts to their homes, or is everything done in the office, 
restaurants, etc.? 

International teams 

A global car company has brought together some of its best engineers for a year at its research 
centre in Germany to work on a project developing a n.ew electric car. Some are native English 
speakers, others not. Different cultures can have different iinterpretations of the same behaviour. 

Positive interpretatrons Negative interpretations 

Ad nan always refers 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 

\Nnat he's \Nor\<.ing on. 

' 
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60.1 Match the points and subpoints in A opposite (a-f) with the organization described below. 
The first one has been done as an example. 

1 When a senior manager is talking, junior colleagues do not interrupt. c - deference, turn-taking 
2 Managers and employees all have lunch in the same restaurant. 
3 Clients are invited to karaoke bars until one or two in the morning. 
4 Meetings always start and finish on time. 
5 People are judged on their ability to get the task done. 
6 Women rarely join the board of directors. 
7 Changes in the company's activities are usually planned two years ahead . 
8 When someone wants to underline a point in a meeting, they might bang on the table. 
9 The office closes in August and everyone goes on holiday. 

60.2 Look at A and B opposite. Then read the two articles and answer the questions. 

A major international oil company decided to merge its Belgian and Dutch 
operations into a single entity, based in Antwerp, Belgium. However, the Belgian 
and Dutch employees of the new company found it difficult to cooperate and, 
more seriously still, there were signs of poor communication, lack of trust and 
even discord among the two nationalities at the management level. The Belgians 
felt they had been taken over by the Dutch; they regarded their Dutch colleagues 
as often pompous and rude, and not taking enough account of the need to do 
things in Belgium the Belgian way. The Dutch on the other hand found the Belgians 
bureaucratic; they always seemed to want to check with the hierarchy before 
making decisions; at the same time, they seemed to be always improvising. 

1 What did the oil company decide to do? 
2 Why would you imagine that this would not be a problem? (This is not specifically mentioned.) 
3 Which issues from A and characteristics from Bare 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 rt was as if a great weight had been removed from their collective shoulders. 

4 What type of individual is the article about? 
5 Are problems in international teams always related to cultural differences? 
6 What was the outcome of knowing the answer to this question? 

Over to ,J 

�4�<!!-"ioil:i\i'W"��a:..-vn.c:��'"lil�"'..itt'KY:,.�'(l�"f' 

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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Meeting preparation 
Just after they arrived in Germany, the team (see Uri it 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. 

Cultural preparation 

1 agree the basic rules 
2everyone works 

3d�cide who will 

do what 
4independence 
5being told what to do 

all the time 

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 come 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. 
c OK, now we have your detailed proposals, but we can't see the wood for the trees - the 

proposals are too detail�d. 
d Please give me a yes or no answer. 
e OK Carlos, can we keep the humour for some other time? · 

BrE: humour 

AmE: humor 

f Let's keep the ball rolling here. We need to keep going. Please say what you have to say. 
g I know I'm the one in charge, but come out and say what you think! 

h I know it's not on the agenda, but we need to discuss this now. 
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61.1 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 requirEkJ. 

c No 'talking over' each other - each participant st:iould be allowed to finish. 
d When working on tasks, don't expect the team lea€1er to provide all the answers. 
e No making or receiving phone calls or text messages. 
f Team members to undergo three days' cultural awareness tr:aining to avoid 

future misunderstandings at work. 

61.2 Complete the table with words from B opposite. 

Noun I AdJective 

aggression 

confrontation 

diplomatic 

focused 

harmonious 

vague 

61.3 Now match the adjectives in 61.2 above with their meanings. 

1 wanting to protect other people's feelings 5 describing situations where there is 
2 pleasant and friendly argument and disagreement 
3 not wasting time 6 angry and hostile 
4 not clear 

61.4 Look at C opposite. Match the different types of behaviour observed by Carlos during the meeting 
(1-8) with what the chair of the meeting said in reaction to each one (a-h). 

1 ho..s great respect for tw.m Leru:lu cx.ncl 5 came t.o �e meeting wi.tn c:leto.il.ed, 

2 

3 

4 

<ioes111t SO-H ClnH�ing LtnLess invited, t.o propos<lLs - mO-Hbe too c:leto.il.ed,! 

keeps silent wni.Le. o�ers o..re to.1kin9, cx.ncl 
wo..i.ts sever& sec.cmcls before he respo11cls 

communi.ca.te.s in o.. very dlrect WO-H, 
perhaps over-dlrect 

Over to .', 
�-"'i'...'""1�Y � - -- �,;.�cc- ""- -�--- ;-" 

6 

7 

seems t.o �ink �<A.t meetings shrut<i be 
more like o.. soc.i.cd event - <ioes11't keep 
t.o �e point 

Imagine that a visitor from the English-speaking world is coming to your country. Give some tips on 
what to expect and how to behave in meetings. 
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The right attitude 
After six months on the design team in Germany, 
Carlos started to look for work elsewhere. He did 
this by networking- meeting people from the 
same profession at conferences and other 
events, including special networking events 

designed for this purpose. He found some tips 
for events like this, designed with a UK audience 
in mind. 
a Be visible, proactive and friendly 

b Not sure what to talk about? 

c Create a dialogue 

d Manage the business cards 

e Follow up with people 

f Be a resource 

g Be adaptable 

h Have fun! 

Good etiquette 

I• 
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Now look at the some of the notes that Carlos made about the above tips in an international 
context. 

• Proximity (see Unit 60), eye 

contact, etc. - stand a reasonable 

distance from people, but not too 

far, and look them in the eye for 

about half the time 

• Deference (see Unit 60) I Forms of 

address - show the right degree of 

respect and don't be over-familiar. 

• Avoid difficult, controversial and 

sensitive subjects, e.g. politics 

Business cards 

• Communicate appropriately, at the 

right time, etc. - don't talk too 

much, and don't digress or get off

the point 

• Be careful with humour - probably 

to try to tell jokes at 

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 -..nderstand the organization that the 
person works for. Do not write or make notes on it. Store it in a 
specific place. Hand over your card in return, also with both hands; 
ensure that you a\ways 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. 

1 

2 

3 

4 

5 

6 

We're getting on to politics. Let's not go there! 

Ah, Canton. I was there last year for a conference. And here's my card. 

Is this is a good time to call? 

Shall we move over there? The people next to us are getting too close. 

There was a Spaniard, an Italian and a Frenchman ... 

62.3 Look at C opposite. Were each of these actions at the networking event in Asia appropriate or 

inappropriate? 

1 When Wang Ya handed over his card and Carlos saw that he worked in Canton, he made a 

comment about it. 

2 Carlos then handed over his card with one hand. 

3 Two other people were talking nearby. One handed over his card, and the other (following the 

advice in 62.1, point 5 above) tore the corner as a reminder to make contact later. 

4 The second person then handed over his card in return; the first person looked at it carefully and 

put it in a special pocket in his briefcase. 

Over to 
�JN'.:-��Y�;f':'.��,;.-:i;.,.-�--..:.:.,.. TL�,-,-;., 

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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GMiY;l#Jet·i\t 
<Looking for challenging, intellectually stimulating 
tievelopment work in renewab1e energy. Would like to 
move into team management. 

·cm!)
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 awarehess 
�f cultural issues - potential to become a team leader of international teams 

1i34i;JiMtii+ 
1999-now Environmental research scientist, Exxon Inc, Torrance, California 

:4QB•ii:J.i.it•Vt·ii•1i'iii•14MUi• 
:(March 2008 Future managers develop�ent cQurse - in-house training organized by Exxon 
'june 2006 One-week course in intercultural training at Lancaster Associates, UK 

<+i•H!iitdM�h 
1.998-1999 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 

NativeJap�ese speaker,ftuentEnglish 

Martial arts, baseball, Japanese cooking 
nU@"Mit 
�lhdd\itt 
iA#;f i•)§f;i• Dual Japane�e-Canadian nationality, born Tokyo, 3 April 1976 

BrE: CV, curriculum vitae; AmE: resume, 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 'oobbte5'.) Also, at the top of the 
document, do not put CV or Curriculum Vitae, just put your name. 

Job enquiry 
••• 

From: riku76@hotmail.com 

Subject: Environmental scientists 

Date: 20 March 

To: hr@singaporerenewables.sg 

Hello. I am writing with reference to the article about renewable energy in last Tuesday's Los Angeles 

Times, in which your company was mentioned. The article said that you were looking for environmental 
scientists in the field of renewable energy, and I am writing to ask if you have openings for someone with 
my background. 

As the attached CV relates, I have a Master's degree in Hydrocarbons, and I have worked for over ten 
years for Exxon at their research campus in Torrance, California. I would now like to relocate to Asia. 

I will be in Thailand next month on vacation and would be available for a discussion any time between 
15 and 30 April. I would be happy to fly down to Singapore from Thailand at my own expense. I believe I 
have a lot to offer a company such as yours. I have visited your company's website and like the look of 
what you do! 

Looking forward to hearing from you. 

Best regards 

Riku Henderson 

I 
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, 

63.1 Look at the CV in A opposite. Then write one based on this information, using the same headings. 
'Hi, I'm Ramesh Patel and I really like Bollywood cinema and rock music. I played in a rock band at 
university, and we played semi-professionally, but when I graduated after three years, in 2007, from 
New York University in Media Studies, I decided to do a Master's degree in Journalism just in case! I 
stayed another year at NYU to do this. The course was great, and we concentrated on broadcast 
media - something that I wanted to get into. I wrote a dissertation with the title "A comparative' 
study of broadcast TV in three English-speaking countries: India, US, Australia". Anyway, the band 
broke up a year after we all graduated, so I was glad I had made the decision to pursue a "proper" 
career! I was born in Brooklyn on 19 May, 1986 and grew up there, but my parents were from India. 
I'm a US citizen and I'm bilingual, by the way. I 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. I also like to 
think that I'm good at keeping calm and cool in front of the camera, even when things go wrong! My 
goal now is to work as a TV reporter for a TV company in an English-speaking country. Why not 
Australia?' 

63.2 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 

To: hr@abc.net.au 
-

1 Hello. I have visited your company's website and like the look of what you do! I 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, I have a Master's degree in Journalism from New York 

5 University, and I have worked for above three years for Star TV, based at their Mumbai office, 

6 where I was an assistant to news reporters. I would now like to be relocate to Australia, and 

7 hopefully become a news reporter myself. 

8 I will be in Australia next month on the vacation and available for a discussion - I would be happy 

9 to visit your office in Sydney at my own on expense - I believe I have a lot to offer a company 

10 such as the yours. 

11 Looking forward to about hearing from you. 

Best regards 
Ramesh Patel 

Over to 

You have read about an organization that you find interesting and would like to work for. Write the 
beginning of an email (about 100 words) to the organization (nami it) saying why you would be a 
suitable candidate. 
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Invitation 

Riku Henderson receives this email from Singapore Renewables (see Unit 63): 

••• 

Subject: Environmental scientists 

From: john. !iu@singaoorerenewables.sg 

To: riku76@hotrnail.com 

Date: 31 March 

Dear Mr Henderson 

Thank you for your email of 20 March inquiring about employment in our company. We are 

actively recruiting for various positions in our organization, especially environmental scientists in our 

research and development centre. 

We would like to invite you for an informal discussion at our headquarters in Singapore on 

Wednesday 23 April at 2.00 pm. Please could you confirm that you are available to attend on that 

date? Many thanks. 

We are interested in the US market for our future expansion and would like your views on its likely 

development. In order to prepare for our discussion, we would be grateful if you could write a 

short report (2 pages) on your view of 1) the energy situation in the United States today, and 2) the 

potential for renewable energy there over the next 40 years, with particular reference to public 

opinion towards different forms of energy. 

Please email us your report by 15 April. I 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 e 
than enquire and enquiry, especially in AmE. �. 

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 writjng emails. 

••• 

Subject: Environmental scientists 

From: riku76@hotrnail.com 

To: john.liu@singaporerenewables.sg 

Date: 2 April 

Dear Mr Liu 

Thank you for your email of 31 March. This 
is to confirm that I would be delighted to 

come to your headquarters for a discussion 

on Wednesday 23 April at 2.00 pm. 

I would be happy tomrite the report that you 

specify. I have noted what you mentioned 

about length and content. I will send it to you 

by 15 April as requested. 

Best wishes 

Riku Henderson 

Business Vocabulary in Use Advanced 
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Subject: Environmental scientists 

From: riku76@hotrnail.com 

To: john.liu@singaporerenewables.sg 

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 delighted' in this context. 



64.1 Look at A opposite. Choose the correct alternatives to complete this email. 

"" 

1 
2 

3 
4 

5 

••• ' 

Thank you for your email of 13 May (1) ... 

We are actively (2) for various (3) .. 

particularly finance specialists. 

.. .. about positions in our company. 

in our organization, 

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 situation in the world today, illustrated by PowerPoint slides. 

Please email us your slides by 2 June. I 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. 

a ask b asking c asked d asks 
a employing b joining c recruiting d proposing 

a posting b positions c vacant d situations 

a would want b would like c may d might 
a present b partake c assist d attend 

6 a thankful b please c grateful d oblige· 

7 a circulating b dispatching c purveying d shipping 

64.2 Look at B opposite. Below, email replies from two other candidates have been mixed up. Put each 
email into the correct order. (The beginning of the first - more formal - email is d, and the beginning 

of the second - more informal - one is e.} 

. I 
Would it be possible to arrange another 

f I
I'll send it to you by 15 April as you've asked, 

Idate? I'm sorry if this causes any problems. hoping that you will be able to offer another 

date for the discussion. 

b 

I
This is to let you know that I'd be very 

gl happy to come to your headquarters I 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. 

hi I
I will be happy to write the report that you 

c 

I
specify and I have noted the requirements 

This is to confirm that I would be delighted for length and conte,:it. 

to come to your office for a discussion on 

Thursday 24 April at 9.30 am. 

I
But I'd be glad fo write the report that you're 

d 

I
asking for. I've noted what you mentioned 

Thank you for your email of 31 March. about length and content. 

e I Thanks for your email of 31 March. I 

Over to 

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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Outlines 

Riku Henderson (see Units 63 and 64) makes notes for the outline of his presentation: 

Introduction I Background 

Part I: 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 report is to ...

• In the first part, I'll outline I explain I illustrate I analyze I break down ...

• I'll give a breakdown I description I overview ...

• In the second part, I'll move on to look at I examine ...

• In the final part, I'll (try to) draw some conclusions about ... I make some
predictions about ...

Describing visuals 

• As you can see from the pie chart I graph I diagram I table ...

• The pie chart I graph I diagram I table shows that •..

nuclear energy accounts for 
now 

gas 
currently 

represents 
oil makes up 
coal 

at present 
constitutes 

• By far the largest source of energy is ...
• Next I In second place come(s) ...
• Thirdly, there is .•.
• In fourth position is ...
• Not far behind I Quite a long way behind is ••.

Coal 
18% 

Natural gas 

28% 

Nuclear energy 

8% 

Oil 
36% 

Renewables 

10% 

Business Vocabulary in Use Advanced 
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65.1 Complete the table with words from A and B opposite. 

Noun Verb 

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 ptArpose of tn�s report �s w exo..mine tne wrrent ener911 si.w.cili.on in tne IAni..te<L Sw..te-s 
w<ia.y Mei tne porentutl for renewoJ>le- ener911 tnere over tne next 50 11eo..rs. In tne fi,rst pm, 
I \t 01,d:ilne tne ptaa of d.i,ffe,rent sources of ener911 in tne IAS econom11. I 'Lt giNe a. ... 

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. Begin like this: 

As HOU C<U'\ see from tne pi.e ci1�t, 
bB fru- tne wgest source of ener911 
�s oil, wl1ici1 o..a.ounts for 41 per 
cent of ener911 use in tne IAS. 
Most of tne oil comes from ... 

Over to 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. 

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 

underground springs, only makes a very build and maintain. 

small contribution to energy use. 

Tidal power requires installing What's more, the equipment breaks down frequently 

equipment offshore that is very due to the violent seas. 

expensive. 

Here are some expressions you can use to compare and contrast one idea with another, or introduce 

another idea which might seem surprising. 

The US is well-placed to produce However, 

more solar energy. 

Wind energy is very clean and Nevertheless, 

efficient. 

Hydroelectric schemes especially in On the other 

the western US, such as the Hoover hand, 

Dam, provide 46 per cent of 

renewable energy. 

Hoover Dam 

Forecasts 
Look at these ways of expressing future trends. 

By 2050, on current trends: 

solar panels are concentrated in the south 

and southwest. 

there is strong opposition from people who 

object to seeing more wind turbines. 

future development of this form of energy 

is unlikely, as most of the potential 

schemes have already been realized. 

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

1 I can assure you that there are 

no plans to sell the newspaper 
division. 

2 A switch of truck suppliers involves 

the important costs of changing 

spare part inventories. 
3 IBM studies have indicated that 

seven per cent of employees 

believe that technological 

advancements have improved 
their ability to balance work and 

personal life. 
4 Boldness is an essential moral 

characteristic in a leader, for it 

generates combat power beyond 
the physical means at hand. 

5 Older managers were suspicious of 
the big expansion and later even 

opposed to internationalization 
efforts. 

6 These new hotels create 

employment for local people. 

D 

D 

D 

D 

D 

D 

a However, 62 per cent of employees 

also have growing concerns about 

technology's impact on the length of 
the workday. 

b What's more, there are no 

immediate plans to sell individual 
newspapers. 

c Moreover, a good leader 
understands that good leadership 

is about who you are, not so much 
about what you do or can do. 

d Nevertheless, the new chairman 
and new managers were able to 

persuade the board members and 

the Ko<; directors. 
e 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. 

66.2 Look at B opposite. Use the same structures (1-5) to make predictions for the future containing 

these ideas. 

By 2050: 

1 electric cars/ account for more 
than half the cars on the road 

2 climate change/ not have had the 
effects predicted today 

3 population growth/ level off 
4 nuclear energy/ represent 30 per 

cent of energy production I unless I 

another big nuclear accident 

before then 

5 attitudes to personal consumption 

I change enormously 

66.3 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 

Over to - � _. 

Make some forecasts about trends in your own profession or industry, or one you would 
like to work in. 
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Answer key 

1.1 1 rewarding, stimulating 
2 client contact 
3 get on well with 
4 hands-on 
5 No two days are the same 
6 Originality, creativity 

1.2 1 working on my own 
2 putting ideas into practice 
3 admin, paperwork 
4 teamwork 
5 snowed under 
6 sense of achievement 
7 red tape, bureaucracy 

1.3 1 breathing down our necks 
2 commuting 
3 long hours 
4 flexibility 
5 vacation time 
6 time off 
7 stressful 
8 perks 
9 working from home 

Over to you (sample answer) 
I'm an industrial designer. I 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 I go into the office 
the rest of the time, and there I can discuss 
ideas with colleagues, and I feel like I'm part 
of a team, which is great. I have the best of 
both worlds! 

2.1 2 use our initiative 
3 Morale, motivated 
4 responsibility 
5 job satisfaction 

2.2 (sample answers) 

142 

1 McGregor's thinking has influenced 
participative styles of management and the 
continued practice of staff performance 
appraisal. 

2 Managers' beliefs can be seen from the 
things that they say and do. 

3 These lead to managers having particular 
policies towards employees and to relate to 
them in particular ways. 

4 No - he did not think that either Theory X or 
Y should be taken as a 'model'. 
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5 Abraham Maslow; he thought that 
motivation was key in people's needs. 

6 He thought that workers were dissatisfied 
because of the way that jobs were badly 
designed, the way that managers behaved, 
and the lack of opportunities for people to 
be satisfied with their jobs. 

Over to you (sample answer) 
I would recommend developing initiative in 
the following way. Car production workers 
should be able to submit ideas for 
improvement in the production process. If an 
idea leads to increased efficiency, the worker 
concerned should receive a bonus. 

3.1 1 salary 
2 supervision 
3 peer relationships 
4 policy 
5 working conditions 
6 security 

3.2 1 the work itself 
2 recognition 

3.3 

3 responsibility 
4 achievement 
5 advancement 
6 personal growth 

Verb ; Noun 
empower empowerment 
consult consultation 
- hierarchy 
delegate delegation 

Over to you (sample answer) 

\ Adjective 
empowered 
consulted 
hierarchical 
delegated 

I sell packaging equipment to food 
manufacturers. I have a great sense of 
achievement when I reach my sales objective 
for the year. If we do a good job, we get 
recognition in the form of a generous bonus 
and positive feedback from our sales manager. 
The work itself is fascinating - I have a technical 
background, and the technical progress in 
packaging machinery has been amazing since I 
started out. There are good opportunities for 
advancement - I hope to become sales team 
leader next year. And in terms of personal 
growth, the company I work for is great - we are 
encouraged to go on training courses in areas 
that are unrelated to our work. I'm learning to 
play the classical guitar at the moment. 



4.1 1 g 
5 d 

2 e 
6 c 

3 b 
7 f 

4 a 

4.2 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. I 
could do this work as a freelancer, but I prefer 
being a salaried employee - I like coming into 
work every day, and it's easier to keep up with 
what's going on. I hear about technical 
developments with the new models, for 
example_. and also office gossip! 

Advantages of being a freelancer: 
• You can organize your work the way that

you want to.
• You don't have to get to the office by a

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.

• There is a risk when using a freelancer for
the first time that their work might not be
of a good enough quality.

5.1 1 job sharing 
2 part-time work 
3 temporary work 

5.2 1 make people redundant 
2 consultation 

5.3 

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 
2 true 
3 false 
4 true 

5 true 
6 false 
7 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 disadvantage is that employees 
feel less loyalty to the organization, and 
therefore less motivated. 

6.1 1 b 2 a 3 e 4 c 5 d 

6.2 1 lack of management support 
2 role ambiguity 
3 home-work imbalance 
4 heavy workloads 
s office politics 
6 effort-reward imbalance 

6.3 1 d 2 a 3 b 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. I combat stress by doing a lot of
sport, especially running and-swimming.

7 .1 1 uncountable 
2 countable 
3 uncountable 
4 uncountable 
5 countable 
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7.2 1 h 
s a 

2 b 
6 c 

3 d 
7 e 

4 g 
8 f 

8.1 

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. 

1 super-talent 
2 core competents 
3 talent manager 
4 talent pool 
s Talent management 
6 core competents 
7 talent pool 
8 ABC approach 

8.2 creatives: 2, 3, 6 
suits: 1, 4, 5 

8.3 1 mentees, mentees 
2 mentoring/coaching 

3 reverse mentoring, mentoring 
4 coach,coachee 
5 mentoring/mentorship, mentor 

Over to you (sample answer) 
I 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. 

9.1 (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. 

9.2 1 true 
2 true 

3 false 

4 true 

5 true 

6 false 

7 true 
8 false 
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9.3 

10.1 

10.2 

10.3 

1 e 2 a 3 c 4 b 5 d 

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 a Completer. I like to ensure that project
deadlines are met, any mistakes corrected,

and nothing forgotten or omitted.

1 hard 

2 soft 

3 soft 

1 e 
6 b 

2 d 

7 a 
3 c 
8 b 

1 self-awareness 

2 conscientiousness 
3 sensitivity 

4 influence 
5 integrity 
6 decisiveness 
7 motivation 

4 soft 
5 hard 
6 hard 

4 e 

9 d 

Over to you (sample answer) 

5 c 

10 a 

I'm a corporate trainer. I'd like to think that I 
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. 

11.1 age, ageist, ageism 
race, racist, racism 
sex, sexist, sexism 
stereotype, stereotypical, stereotyping 
diversity, diverse, -
discrimination, discriminatory, -
equality, equal, 
ethnicity, ethnic, -

11.2 1 stereotypical 
2 Discriminatory (or Racist) 
3 ethnicity (or race) 
4 racism (or discrimination) 
5 ageist 
6 sexism 
7 equality 
8 diversity 

11.3 1 d 2 a 3 e 4 c 5 b 

Over to you (sample answer) 
Traditionally, my company, a newspaper 

publisher, has recruited graduates from the 



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. 

12.1 1 Total Quality Management, TQM 

12.2 

12.3 

13.1 

13.2 

13.3 

2 consistency, employee involvement 

3 faults, defects 
4 zero defects 
5 reworking 

1 (customer) delight 
2 conformity/conformance to specification 
3 elimination of variation 
4 (customer) expectations 

1 c 
5 b 

2 h 
6 d 

3 e 
7 a 

4 f 
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 

1 
5 c 

2 a 
6 d 

3 b 
7 e 

4 g 

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 put in place 
measurable objectives so that we can 

measure quality; we have improved resource 
management; we are much better at 
monitoring customer satisfaction, with 
regular surveys. We also measure the 
effectiveness of our staff training, and we look 
at all possible ways to work on continual 
improvement of our products. 

14.1 1 b 
5 b 

2 a 
6 d 

3 d 
7 c 

4 c 
8 a 

14.2 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 is in 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. 

15.1 1 performance, benchmark 
2 reverse engineering 
3 benchmarking, best practices 
4 competitive benchmarking 
5 Functional benchmarking 

15.2 (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 A chance for non-conformance, i.e. not 
conforming to the quality criteria. 
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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 their shops and 
see how they do things - the clothes they sell, 
how they display them, the decor of their 
stores, and so on. 

16.1 1 strategy 

16.2 

16.3 

17.1 

17.2 

17.3 
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2 resources, planning 
3 resource allocation 
4 mission statement 

1 b 2 d 3 e 

1 dominated the market 
2 attack the market 
3 invade 

4 c 

4 established a foothold/toehold 
5 still dominated 

6 withdraw from 

Over to you (sample answer) 

5 f 6 a 

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'. 

1 stifling, encouraging 
2 intensified 
3 harm 
4 inhibit 
5 sharpening 

1 b 2 d 3 a 

1 threat 
2 advantage/edge 
3 prices 
4 position 
5 pressure 
6 strategy 

4 c 

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 on line. But 
we also know that we have to make our stores 
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as attractive as possible, with coffee shops 

and sofas where people can read and relax 
before making their purchases. 

18.1 1 industry competitors 

2 entrant 

18.2 

18.3 

19.1 

3 substitutes 
4 buyers 
5 suppliers 

Strengths I Weaknesses 

• situated in one of the • need to improve our
UK's most attractive facilities
cities

• the English language

.... 

• potentially more and
more students from
abroad

1 focus 

2 cost leadership 
3 differentiation 

Threats 

• economic slowdown
next year

• excellent universities 
in the US

Over to you (sample answer) 

I work for a supermarket chain. We are 
criticized for having too much power over our 
suppliers, for example farmers, but we think 
they get fair prices for what they sell. 
Competition between the supermarket chains 
is intense, and there is always the danger of 
more low-cost entrants to the industry. We 
don't think there's a danger from substitutes 
as people will always have to eat! The 
bargaining power of customers is high - they 
can always go to our lower-cost competitors, 
so we have to make sure that we offer an 
attractive alternative in terms of range of 
goods, attractive stores, and so on. 

Across 

5 barriers 
8 entry 
9 chaebol 

11 divestment 
13 integration 
15 high 
17 conglomerate 

Down 

1 portfolio theory 

2 concentrated 

3 merge 



4 core 
6 acquisitive 
7 fragmented 

10 attractive 
12 vertical 
14 share 
16 low 

19.2 1 strategic acquisitions 
2 acquisitions/takeovers 
3 subsidiaries 

20.1 

4 unwieldy conglomerate 
5 profitability 
6 entrants 

Over to you (sample answer) 

Daimler merged with Chrysler so that Daimler 
would have better access to the US car market 
and Chrysler to the European market. They 
planned to develop models together, reduce 
cost�, 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 
,_______ __ --

bureaucracy bureaucrats bureaucratic 

ingenuity - ingenious 

- pioneers pioneering 

disruption disruptors disruptive 

20.2 1 trendsetter 
2 innovator 
3 pioneers 
4 follower 

5 disrupted 

20.3 1 dropped out 
2 shakeout and consolidation 
3 emerging industry 
4 dominate 
5 mature 

6 established 

Over to you (sample answers) 

• Yes, many organizations are bureaucratic
and slow to come up with new ideas.

• I work for Procter and Gamble, and one way
that we have of getting new ideas is to

21.1 

21.2 

encourage contributions and input frorn 
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 b0ok
distribution. Amazon disrupted the book
retail industry, first with its online ordering
service, and then with its Kindle reader.

1 (social and economic) environment 
2 futurologists/futurists 
3 the Delphi method, panel, a consensus 
4 forecasts 
5 futurology 
6 scenario planning 
7 mini-Delphi / Estimate-Talk-Estimate I ETE 
8 evolve 

1 e 2 a 3 b 4 d 5 c 

Over to you (sample answers) 

I 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. 

22.1 1 d 

4 f 

2 a 

5 c 

3 e 

6 b 

22.2 

22.3 

1 risk strategy 

2 risk factors 

3 risk appetite, risk exposure 

4 risk avoidance 

5 risk-takers 

6 risk appetite 

g b d 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 I like the excitement. For example, 
I was a bit of an entrepreneur even before 
I left university - I started a business selling 
electric bikes to my fellow-students, and this 
turned into a full-time job after I graduated. 
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23.1 1 pricing 
2 product 

4 place 
5 promotion 
6 promotion 

23.2 

3 promotion 

a physical evidence 
b people 
c process 

1 intangible 
2 contact 
3 motivated 
4 attitude 

5 service 
6 process 
7 helpful 

Over to you (sample answers) 

I 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 I preferred to 
buy it on online (place). I paid slightly less 
than I would have done in traditional retail 
outlets (pricing). 

I took my car to be serviced yesterday. 
When I went into the service centre, it took 
five minutes for someone to come to greet 
me (people). I left the car, but they didn't 
phone me to tell me what was going on. So 
when I went to pick it up, I 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). 

24.1 1 convenience 
2 communication 
3 customer cost 
4 customer solution 

24.2 1 b 2 a 3 d 4 e 5 c 

24.3 1 customer loyalty, customer allegiance, 
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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 
I 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 I check in, a free lounge 
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25.1 

25.2 

where I 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 

1 c 2 d 3 e 4 b 5 a 

25.3 1 b 2 a 3 b 4 a 5 a 

26.1 

26.2 

26.3 

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 

1 e 
4 c 

1 traffic 

2 d 
5 f 

2 visitors 
3 interact 
4 conversion 
5 convert 

3 a 
6 b 

Over to you (sample answer) 

I recently bought a ticket on a low-cost airline 
to go clubbing in Mallorca this summer. For 
this flight, 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, I guess I'm an 
experiencer, spending a lot of money on 
music, clothes and dubbing, and the tickets 
to get to places where I can meet other people 
like me! 

27 .1 1 warehousing 
2 analysis 
3 mining 
4 protection 
5 management 



27.2 1 d 2 a 3 b 4 c 5 e 

28.1 

28.2 

Over to you (sample answer) 

I 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. 

1 c 2 a 3 e 4 f 5 b 6 d 

1 positioned 
2 positioned 
3 positioning 
4 differentiate 
5 differentiation 
6 differentiate 

28.3 The real outcome is given in each case, 
followed by a possible explanation. 
1 Successful: The idea of 'gentleness' carried 

across smoothly to the new products. 
2 Unsuccessful: Bic is too closely associated 

with pens and razors. 
3 Unsuccessful: Coke was 'the real thing', so 

New Coke could not logically also be the 
real thing. 

4 Successful: all in the same category and 
closely associated 

5 Successful: both in the same category and 
closely associated 

6 Unsuccessful: soup and spaghetti sauce not 
close enough together 

Over to you (sample answer) 

I work for Unilever and our food brands 
include Lipton, Flora, Becel, Blue Band, 
Hellmann's, Knorr, Bertolli, Calve, Magnum 
and Cornetta. 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. 

29.1 a joint venture, joint venture 
b indirect export, agents 
c licensing agreement, licensing agreement, 

under licence, joint venture 

d export manager, agent, direct export, 
export manager 

Order: 
1 b 2 d 3 c 4 a 

29.2 1 b 2 b 3 a 

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. 

30.1 1 c 
5 d 

2 a 

6 e 
3 b 
7 f 

4 g

30.2 

30.3 

1 suppliers 
2 process 
3 warehouse 
4 just-in-time 
5 integrated 
6 captive plants 
7 suppliers 

Verb I Noun(s) 
retail retail, retailing 
warehouse warehouse, warehousing 
transport transport, transportation 
distribute distribution 
outsource outsourcing 

Over to you (sample answer) 

Dell manufactures computers in Lodz, Poland, 
but many of its suppliers are elsewhere. Many 
of the components come from China, for 
example. Components arrive in Gdansk by 
container ship and are then taken to the plant 
by truck. 

31.1 1 supply chain management 
2 logistician 
3 logistics 
4 work-in-progress (BrE), work-in-process 

(AmE), inventory-in-process (AmE) 
5 finished goods 
6 stock(s) (BrE), inventory (AmE) 
7 stock(s) (BrE), inventory (AmE) 

31.2 1 e 2 d 3 a 4 c 
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31.3 1 refurbishment 
2 waste 
3 remanufacturing 
4 disposal 
5 dismantle 
6 recycle 

Over to you {sample answer) 

I work for an airline and our biggest logistical 
nightmare is when our planes are delayed by 
congestion at airports, especially Heathrow. 
The outward flight arrives late, which means 
that the return flight takes off late, causing 
passengers to become very angry. 

32.1 1 Core competences/competeneies 
2 Subcontractors, in-house, expertise, non­

core 
3 Transaction cost analysis, outsourcing them / 

subcontracting them / farming them out 
4 our competitive edge 
5 Our corporate culture 

32.2 1 b 2 e 3 d 4 c 5 a 

32.3 1 False: Money may be saved initially, but they 
are often more expensive in the longer term. 

2 True 
3 False: It outsourced a range of servkes from 

highways to IT. 
4 False: They ended up spending more. 
5 True 
6 True 

Over to you (sample answer) 

Here in India, we have benefited greatly from 
outsourcing. Many of our graduates work in 
call centres for UK banks. But outsourcing is 
increasing in other areas which require higher 
levels of expertise, for example software 
development. 

33.1 1 Internet 
2 bandwidth 
3 video-conferencing 
4 webcams 
5 download 
6 video-on-demand 
7 wireless 

33.2 1 3G 
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2 wireless 
3 from the Optimum site 
4 GPS 
S the browser 
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33.3 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.

• I use my mobile to download football- action
replays. I don't use it for internet shopping
(for that I use my computer when I'm at
home), but I do look at the weather forecast
occasionally to see if it's going to rain.

34.1 1 interoperability 

34.2 

2 external social networking sites, posted, 
profile 

3 video-sharing sites, uploaded 
4 internal social networking site, online 

community, vetted 
5 wiki, collaboration 
6 messaging, networking sites, 

communication 

Adjective Noun 

attractive attractiveness 

interactive interactivity 

user-friendly user-friendliness 

sticky stickiness 

34.3 l 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) 

I think it's acceptable for recruiters to check 
social networking sites in this way. What 
people say about themselves there is probably 
more reliable than what they put in their CVs. 
Companies need to know everything about 
the people they are recruiting! 

35.1 1 b 

35.2 l e 
4 b 

2 d 

2 d 
5 f 

3 c 4 a 

3 a 
6 c 

35.3 1 cancer, AIDS, water purification, 
solar power 

2 People donate processing time on their

computers to perform very complex 
calculations. 



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. 

36.1 1 scams 
2 security 
3 infiltrated 
4 identity theft 
5 infected 
6 malware 

36.2 1 identity theft 
2 password 
3 phishing 
4 cybercrime, cybercriminals 
5 encryption 
6 security details 
7 spyware 

36.3 1 law enforcement agencies 
2 Big Brother 
3 privacy, confidentiality 
4 civil liberties 
5 electronic trail 
6 snoop 

Over to you (sample answer) 

I don't feel nervous about using internet 
banking. One way of minimizing the risk is to 
change the password often and not write it 
down anywhere. And I never put the account 
details into emails that I might send to people, 
for example when I write to someone about 
transferring money to my account. 

37 .1 1 gig economy 
2 commission 
3 business model 
4 self-employed contractor 
5 smartphone apps 
6 Uberisation 

37 .2 1 sharing economy 
2 review, feedback 
3 regulation 
4 minimum wage 

37.3 

38.1 

5 flexibility 
6 disruption 
7 benefits 

l crowdfunding 
2 bank loan 
3 Crowdfunding 
4 backers 
5 stake 
6 crowdfunding 
7 rewards-based 
8 backers 
9 rewards 

10 crowdfunding 

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 

Verb I Noun 
copyright copyright 
download download 
encrypt encryption 
infringe infringement 
pirate piracy 
protect protection 

38.2 1 copyright protection 
2 encryption 
3 infringement 
4 download 
5 piracy 
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38.3 

39.1 

39.2 

40.l

1 download, digital rights, license, 

downloads, copyright 
2 piracy, piracy, file-sharing, peer-to-peer, 

copyright, copyrighted content 

Over to you (sample answer) 

I think it's acceptable, because groups these 
days have lots of other ways of making money 
from concerts, and so on. Music companies 
have to find new ways of generating revenues 
- the idea of selling songs through download
sites is just a hangover from the days of
selling records.

1 financed, financiers 
2 financing 

3 finances 

Across 

3 profit and loss 
6 interest 
8 dividends 

10 cashflow 
12 full 
14 balance sheet 
15 interim results 

Down 

1 finance officer 
2 undervalued 
3 prelims 
4 financial 
5 bondholder 
7 account 
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. 
The report can be seen as a marketing tool 
intended to impress each of these 
audiences. 

accruals principle 
exceptional items 
general expenses 
interest payable 
operating profit 
profit and loss account 
reporting period 
retained earnings 

40.2 1 reporting period 
2 operating profit 
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3 retained earnings 

4 exceptional items 
5 accruals principle 

6 interest payable 
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40.3 

41.1 

41.2 

7 profit and loss account 
8 general expenses 

1 false 
2 true 
3 false 
4 false 
5 true 

6 false 
7 true 
8 false 

9 false 

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 
b Securities 
c 12 
d Debtors 
e 15 
f Buildings 

1 false 
2 true 
3 false 

g 188 
h Land 
i 62 
j Goodwill 
k 30 

4 false 
5 true 
6 true 

Over to you (sample answer) 

Carphone Warehouse is a retailer of mobile 
phones in the UK. It has a chain of outlets in 
strategic locations in most UK cities, but most 
of the sites are rented, and the rented sites do 
not appear on its balance sheet. It has 
knowledgeable staff, but employees don't 
appear either. It has stocks of mobile phones 
to sell, which do appear, and money in its 
bank accounts, which also appears on its 
balance sheet. 

42.1 a Overdraft 

b 4 

42.2 

c Interest payable 

d Tax payable 
e 10 
f 40 
g Bonds repayable in seven years 
h Shareholders' equity 
i 200 
j Retained earnings 
k 21 

1 true 
2 true 
3 true 

4 false 
5 false 
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 a 6 f 0.5 

b (1) g (1.5) 

c (8) h 1.25 

d 5 1 
e (7.5) j 5.6 

Over to you (sample answer) 

Credit terms in Germany and Sweden are quite 

short - 30 days is normal, with interest payable 

after that time. But in southern Europe - Spain 

and Italy, for example - they can be up to 120 or 

even 150 days. 

44.1 1 amortization and depreciation 

2 net income 

3 EBITDA 
4 cashflow 

5 EBITDA 

44.2 1 Knowledge workers, physical assets, return 

on assets (ROA) 

2 sweating its assets I operating at full 

capacity 
3 return on equity (ROE) 

4 return on assets (ROA) 

5 shareholders' equity 

44.3 1 f 2 a 3 b 4 e 5 d 6 c 

45.1 

Over to you (sample answer) 

The university that I go to is really sweating its 
assets. All the lecture rooms are full all the 

time, there are usually long queues in the 
restaurants and there are normally people 

waiting to use the computers in the library. I 
don't think they could increase the number of 
students without making further investments. 

Across 

2 shareholder value 

6 outstanding 

7 PE ratio 

8 retained earnings 

10 distributed 

12 maximize 

13 acquisitions 

14 EPS 

15 strategic 

Down 

1 returns 

3 on investment 
4 dividend payout 

5 growth 

8 ROI 

9 decision 

11 income 

45.2 1 maximize shareholder value 

2 divestment 

46.1 

3 strategic decision 
4 returns on investment (ROI) 
5 acquisition 

Over to you (sample answers) 

• This is not always easy to do because

managers may have high commitment to

the industry that they know and in which 

many will have spent their entire careers. 

They may even have an emotional 

attachment to it. 

• 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

their industry may not be usable or

applicable in the new activity that they

want to get into.

1 regulator 
2 auditors 

3 collapsed 

4 irregularities 

5 cooking the books 

6 irregularities 

7 overstated 

8 understated 

9 fraud 

10 regulator 

11 auditor rotation 

12 transparency 

46.2 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: The relationship can be too close. 

46.3 1 SEC 

2 FRC 

3 IOSCO 

4 IAS 

5 GAAP 

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. 

47.1 1 f 

6 b 

2 d 

7 g 

3 a 

8 

4 c 

9 e 
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47.2 

47.3 

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. 

48.1 1 f 

5 a 
2 g 
6 c 

3 e 
7 d 

4 b 

48.2 1 a regulator 

48.3 

49.1 

2 a ratings agency 
3 the real economy 

4 light-touch regulation 
5 deleverage 

6 default 

7 toxic assets 
8 full-blown economic crisis 

Noun Verb 
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. 

1 e 2 c 3 f 4 b 5 a 6 d 

49.2 1 board 
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2 integrity, probity 
3 professional misconduct 

4 transparent 

5 accountable 
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49.3 1 b 2 a 3 a 4 a 5 c 

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? 

50.1 1 stakeholder theory 
2 social reporting, public relations exercise 
3 social performance 

4 stakeholders 
5 social audits 

50.2 1 justice/welfare 
2 issues 

4 programs 

5 responsibility 

3 welfare 

50.3 1 b 2 a 3 d 4 c 

51.1 

Over to you {sample answer) 

In the tea plantations of southern India, 
employers have from the beginning invested in 

the social welfare of their employees by 

building worker accommodation, schools, etc. 
and ensuring that working conditions are good. 

Noun Verb I Adjective 
carcinogen - carcinogenic 
discharge discharge -

disposal dispose (of) -

environment - environmental 
pollution pollute polluting 
pollutant 
recycling recycle recycled recyclable 

51.2 1 pollutants 
2 recycled 

4 discharged 

5 carcinogenic 
3 disposal 

51.3 1 logging 
2 deforestation 
3 Overfishing 

4 renewable 
5 greenwash 

Over to you (sample answer} 

In my area, they have started regular 

collections of paper and glass for recycling. 

More could be done to reduce pollution, for 

example by charging drivers to enter the city 

centre in their cars. 



52.1 1 global warming 
2 greenhouse 

5 emissions 
6 Infrastructure 
7 infrastructure 

52.2 

52.3 

3 storms 
4 emissions 

1 my carbon footprint 
2 Carbon levels 
3 climate treaties 
4 Carbon capture/ Carbon sequestration 
5 The Kyoto Protocol 
6 carbon offsets 
7 carbon credits 

1 capture 
2 offset 
3 absorbed 

4 emit, capping 
5 traded 

Over to you (sample answer) 

I've tried to reduce my carbon footprint by 
taking the train to work, rather than driving. I 
fly less - it's now realistic to go by train from 
the UK to a lot of places on the Continent. 

53.1 1 stewardship 

53.2 

2 governance bodies, supervisory, 
management, supervisory board 

3 board, non-execs 

Verb I Noun 
remunerate remuneration 
compensate compensation 
reward reward 
incentivize incentive 
pay out payout 
pay off payoff 
bail out bailout 

53.3 1 bailouts 
2 compensation, remuneration 
3 incentives 
4 payoffs, payouts 
Over to you (sample answer) 

I work for a German company that has a 
supervisory board, of whom. a third are not 
shareholders, and an executive board 
responsible for the day-to-day running of the 
company. 

54.1 1 transparency 
2 ethical investment fund 
3 accountability 
4 institutional investors 

54.2 

54.3 

54.4 

55.1 

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 

1 e 2 c 3 a 

4 ethically 
5 transparency 
6 sustainable 

4 d 5 b 

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 

55.2 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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1 foreign direct investment, capital flows 

2 Capital controls 
3 devaluation 
4 liberalization 

5 instability 

1 Poverty reduction 
2 unsustainable 
3 infrastructure projects 
4 stimulation of growth 
5 Heavily Indebted Poor Countries {HIPs) 

6 the Millennium Development Goals 

7 the International Monetary Fund (IMF) and 
the World Bank 

1 b 2 c 3 d 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 opening up 
4 protectionism 

5 dumping, quotas 

1 false 

2 true 
3 true 

4 true 
5 true 

Over to you (sample answer) 

Yes, I buy Fairtrade products because they 
help small farmers around the world to make 
a decent living. 

1 aid agencies 
2 famine, epidemic 
3 crop failure 
4 relief 

5 humanitarian 
6 seed money 
7 disasters 

1 development projects 
2 seed money 
3 pressure groups 
4 tied aid 
5 intermediate technology 
6 economic development 

7 infrastructure 

Over to you (sample answer) 

No. A country needs long-term economic 

development that goes beyond humanitarian 

aid provided to relieve immediate difficulties. 
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59.1 

59.2 

59.3 

60.1 

60.2 

1 renewable energy 

2 depletion of natural resources, 
sustainability, environmental damage 

3 short-term profit 

4 environmental damage 

1 sustainable transport 
2 sustainable energy 
3 sustainable forestry 

4 sustainable tourism 

5 sustainable fisheries/seafood 

6 sustainable agriculture/farming 
7 sustainable livelihoods 

1 True 

2 False: China's development came through 
economic growth. 

3 False: Aid 'should not push aside local 

knowledge, initiative and adaptation'. 
4 True 
5 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 article in time? I'm cautiously optimistic 
about this. 

2 a distance 
3 f hospitality 

4 e punctuality 
5 d task-orientation 
6 b glass ceiling 
7 e planning 
8 c gestures 
9 e working year, leisure time 

(sample answers) 

1 It decided to merge its Belgian and Dutch 
operations. 

2 You would think that these neighbouring 
countries have similar cultures and there 
would be no cultural difficulties. 

3 The Belgians perceived their Dutch 
colleagues as often pompous and rude and 
not taking enough account of the need to 
do things in Belgium the Belgian way. The 

Dutch found the Belgians bureaucratic, 
over-deferential to the hierarchy before 

making decisions, and disorganized. 

4 Individuals in teams with an acerbic

personal style. 



61.1 

61.2 

61.3 

61.4 

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 I work, 

people like to think of themselves as creative 

and independent, so they would criticize 

colleagues who depend too much on 

procedures in particular situations. We are 

proud of our multitasking - we like to be seen 
to be doing several things at once. We spend a 

lot of time at the coffee machine, but chatting 

like this with colleagues is congenial and a 

good way of coming up with new ideas! 

1 b, c, e 2 a, d, f 

Noun Adjective 

aggression aggressive 

confrontation confrontational 

diplomacy diplomatic 

focus focused 

harmony harmonious 

vagueness vague 

1 diplomatic 4 vague 
2 harmonious 5 confrontational 
3 focused 6 aggressive 

1 g 2 f 3 d 4 a 

5 c 6 b 7 h 8 e 

Over to you (sample answer) 

In the Czech Republic, people are usually 

pretty punctual. We like to plan meetings well 

in advance and it can be quite difficult to set 

up a meeting at short notice. We like to arrive 

with the feeling that we are well-prepared and 

with all the facts and figures at our disposal. 

Czechs tend not to show too much emotion 

within a business meeting and there is limited 

body language and facial expressions, but this 

doesn't mean that we're not interested. 

62.1 1 b 

5 d 

2 h 

6 f 

3 e 

7 c 

4 a 

8 g 

62.2 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't try 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't try to make people reveal confidential

commercial information. 

Ramesh Patel 
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Good communicator: ability to explain 
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1 ./ 7 ./ 

2 a 8 the 

3 an 9 on 

4 my 10 the 

5 above 11 about 

6 be 

Business Vocabulary in Use Advanced 157 



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. I 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 
I worked for 15 years. I have detailed 
knowledge of how trading systems work, 
and I think I would be an ideal candidate to 
work in the department at FSA that deals 
with illegal trading practices .... 

64.1 1 b 
5 d 

2 c 
6 c 

3 b 
7 a 

4 b 

64.2 Email 1: d, c, h, g 
Email 2: e, b, a, i, f 

65.1 

. 

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 at 3.30 pm. We would like 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. Pis could you confirm that you 
will be able to attend? Many thanks .... 

Noun Verb 

description describe 

analysis analyze 

outline outline 

explanation explain 

examination examine 

look look 

breakdown break down 

prediction predict 

conclusion conclude 

65.2 {sample answer) 
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\'\\ gi\Je a desc.ription of each energy source and a 
breakdown of the contribution of each source to 
the overall energy consumption of the US. In the 
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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. 

65.3 (sample answer) 
Next come natural gas and coal with 22 per cent 
each. Again, much of the gas comes from abroad, 
but the coal is mined in the US. Emissions that 
cause global warming are of course coal's biggest 
problem. In fourth position is nuclear energy 
with 8 per cent, with all its problems of disposal 
of radioactive waste. But not far behind nuclear 

· is renewable energy, with 7 per cent.

Over to you (sample answer)
As you can see from the pie chart, at my
university, the most popular subject in the
languages department is English - just over 30
per cent of the students here study it as their
main subject. Next comes Mandarin, with 25 per
cent. In third place is Arabic, with 15 per cent.
Fourth is Spanish, with 10 per cent and fifth
equal are French, Italian and Portuguese, with
just under 7 per cent each.

66.1 1 b 2 f 3 a 4 c 5 d 6 e 

66.2 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. 

66.3 (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.

French 
7% 

Spanish 
10% 

Italian 

Arabic 
15% 

Portuguese 
7% 

Mandarin 
25% 
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The numbers in the index ore Unit numbers, not page numbers. 

abandon /;J'ba:nd;m/ 26

ABC approach /,e,bi: 'si: J'pr;Jutf/ 8 

above board /;J'bA v b:,:d/ 49 

absorb fab'z:,:b/ 52 

account for /J'kaunt fa:/ 65 
accountability /J

1
kaunt;J 1b1!Jti/ 49, 

53,54 

accountable fa'kaunt;JbJI/ 49 

accounting irregularities 
/;J 1kaunt11) 1,regj;J'la:rJtiz/ 46 

accruals method fa'kruJlz 
,me8Jd/ 40, 43 

accruals principle /J'kruJlz 
,pnnsJpJI/ 40, 43 

acerbic fa's3:b1k/ 60 

achievement /J'tfi:vmJnt/ 3 

acquisition /
1
a:kw1 1z1fJn/ 19, 45 

acquisitive /J 1kwmt1v/ 19 
act with integrity /a:kt w10 

m'tegrJti/ 49 
act with probity 

/a:kt w10 'prJubJti/ 49 

action /'a:kf Jn/ 14 

activist shareholders /,a:kt1v1st 

'feJ,hJuldn/ 54 

activities /a:k't 1vJtiz/ 26

actualizer /'a:ktJJla1zJ/ 26

adapt fa'da:pt/ 29 

adaptable /J'da:pt JbJI/ 62

added-value /,a:d1d1va:lju:/ 18 

ad min /'a:dmm/ 1

advanced economy /Jd,vo:nst 
1'konJmi/ 55 

advancement /Jd'vo:nsmJnt/ 3 

advertising /'a:dv;Jta1z11J/ 23 

aesthetics /i:s 'Bet rks/ 12 

affirmative action /J 1fa:m;Jt1v 
'a:kf Jn/ 11 

after-sales service /,o:ftJse1lz 
's3:v1s/ 23 

ageism /'e1d312Jm/ 11 

ageist attitude /,e1d31st 'a:t 1tju:d/ 11 

agent /'e1d3;Jnt/ 29 

aggressive /;J'gres1v/ 61 

aid agency /e1d 'e1d3Jntsi/ 58 

alternative energy source 
/:,:l,t3:nJt 1v 'en;Jd3i ,s:,:s/ 51 

amortization fa
1
m:,:ta1'ze1f�m/ 41 

amortize /J'm:,:ta1z/ 41 

analogies /J 1nrelJd3iz/ 35 

analyse the data / 1renJla1z OJ 

'de1tJ/ 25 

annual report /,a:njuJI n'p::>:t/ 39 

anticipate /ren 't 1s1pe1t/ 21 

anti-virus program /,renti'vairJs 

, prJugrrem/ 36 

appeal to /J'pi:l t;J:/ 26

applications /
1
a:plI'ke1JJnz/ 21, 33 

apply for certification /J,pla1 fa: 

,s3:t1f1'ke1JJn/ 13 
appointfa'p:,mt/ 29 

apps /reps/ 33 

Asian tiger /,e13Jn 'ta1g;J/ 55 

assembly line /J'sembli lam/ 30 

assembly plantfa'sembli plo:nt/ 30 

assets /'&sets/ 16, 38, 42, 44 

associate /J'sJuJiJt/ 28 

at the top of the market /&t oJ top ;JV 

OJ 'ma:k1t/ 48 

attack a marketfa,trek J 'ma:k1t/ 16 

attitude /'a:t1tju:d/ 23 

attitude to risk / 1a:t1tJu:d tJ nsk/ 22 

attractive /J't r&kt iv/ 19, 20 

attractiveness /J'tr&kt 1vnJs/ 34 

audit/':,:d1t/ 46 

auditor /'::>:d1t;J/ 46 

auditor rotation /,:,:d1tJ rJ 1te1JJn/ 46 

authoritarian /,:,:8on'teJri;Jn/ 2 

automated warehouse /,::>:tJme1t1d 

'weJhaus/ 30 

autonomy /:,: 'tonJmi/ 6, 61 

back office outsourcing /b&k ,of1s 

'auts::>:s11J/ 32 

backer /'b&br/ 37 

background /'b&kgraund/ 11, 63 

bad debts /bred dets/ 41 

bail (someone) out/'beil aut/ 53 

balance sheet /'brelJns fi:t/ 39, 41, 42 

bandwidth /'brendw1tG/ 33 

banking crisis /'b&l)kII) ,kra1s1s/ 48 

bank loan /brel)k !Jun/ 37 
be chained to a desk /bi 'tfemd tJ: 

J ,desk/ 1 
be snowed under (with something) 

/bi snJUd 1 1\0dJ/ 1 

behavioural data /b1,he1vjJrJI 
'deltJ/ 25 

behavioural segmentation 
/b1,he1vjJrJI ,segmen'te1fJn/ 26

believer /b1'li:vJ/ 26 

benchmark (someone) against 
/'bentJmo:k J,genst/ 15 

benchmarking /'bentJmo:k11J/ 15 

benchmarking exercise /'bentJmo:k11) 
'eks;Jsa1z/ 15 

benefits/'benif1ts/ 37 

best practice /best 'prrekt 1s/ 15 

Big Brother /big 'brAOJ/ 36 

billing /'b1h1J/ 32 

blocs /bloks/ 57 

blog /blog/ 34 

blogger /'blogJ/ 34 

blogosphere /'blogJSflJ/ 34 

Business Vocabulary in Use Advanced 

board member /'b::>:d ,memb;J/ 53 

board of directors /b:,:d JV 

d1'rektJz/ 53 

boast /bJust/ 60 

body /'bodi/ 46 

body language /'bodi ,lrel)gw1d3/ 60 

bond /bond/ 39 

bond market /'bond ,mo:k1t/ 39 

bondholder /'bondhJuldJ/ 39 

bonus /'bJonJs/ 53 

book value /'buk ,vcelju:/ 41 
boom and bust cycle /bu:m Jn 'bAst 

,sa1bl/ 47 

booming /'bu:m11)/ 47 

borrow /'borJu/ 39 

borrowing /'borJUII)/ 47 

bottom out /'botJm aut/ 47 

boundary /'baundri/ 6 

BPO (business process outsourcing) 

/,bi:pi:'Ju/ 32 

brand /brrend/ 28, 41 
brand awareness /brrend 

J 1we�mJs/ 28 

brand differentiation /brcend 

,d1farenJi'e1JJn/ 28 

brand dilution /br&nd da1'lu:JJn/ 28 

brand equity /bnend 'ekw1ti/ 28 

brand extension /brrend 
1k'stenfJn/ 28 

brand identity /brrend a1'dentJti/ 28 

brand image /br&nd '1m1d3/ 28 

brand loyalty /brrend 'b1Jlti/ 28 

brand positioning /brrend 

pJ'z1f JnII)/ 28 

brand recognition /br&nd 

rebg'nif Jn/ 28 

brand stretching /brrend 'stretf 11)/ 28 

branding /'br&nd11)/ 28 

breakdown /'bre1kdaun/ 6, 12 

bribe /bra1b/ 49 

BRIC countries /'brrk ,kAntriz/ 55 
bring a product to market /bnl) J 

,prodAkt tJ 'mo:k1t/ 20 
broadband access /'br:,:dbrend 

,rekses/ 33 
browse the internet /'brauz OJ 

,mtJnet/ 33 
bubble lbAbJI/ 34, 48 

bubble bursts /'bAb;:il b3:sts/ 34, 48 

budget deficit /
1
bAd31t 'def1s1t/ 47 

budget surplusl,bAd31t 's31p!Js/ 47 
build a competitive advantage 

/b1ld J bm'pet1t1v Jd 1 vo:nt1d3/ 18 

bureaucracy /bjuJ'rokrJsi/ 1 

bureaucratic/, bjuJrJ'krret, kl 20 

burn-out /'b3:naut/ 6 



business continuity/'b1znis 
,kont1'nju:;:iti/ 22

business continuity plan /'brznis 
kont1,nju:;:iti plren/ 21

business cycle/ 1brzn1s sa1bl/ 47

business functions/'b1zn1s 
f A!Jkf ;:inz/ 32 

business interruption/'b1zn1s 
,rnt;:i'rApf;:in/ 23 

business model/'b1znis mod;:il/ 7, 37, 

38 

business process outsourcing (BPO) I 
b1zn1s pr;:iuses 'auts:::,:srl]/ 32

business results/'brznis n ,zA lts/ 14 

buy in/bar rn/ 30 

buyer/'ba1;:i/ 18 

buying habits/'bairlJ 'hreb,ts/ 27 

calculate likelihood/'krelkj;:ile,t 
' lark lihud/ 22

calculate odds/'krelkj;:ilert odz/ 22

calculate probability/' krelkj;:ile,t 
,prnb;:i'b1 l;:iti/ 22

candidate/'krend1d;:it/ 7 

cap/krep/ 52 

capabilities/,k e1p;:i'bil;:itiz/ 7, 32

capacity/b'pres;:iti/ 44

capital controls/'kreprt ;:ii 
k;m'tr;:iulz/ 56 

capital flows/'krep1t;:i l  fl;:ius/ 56 

captive plant/ 1krept1v plo:nt/ 30 

capture/'kreptf;:i/ 52 

carbon capture/'ka:b;:m ,kreptf ;:i/ 52

carbon credits/'ka:b;:m ,kred1ts/ 52

carbon dioxide/'ka:b;:in 
dar,oksa1d/ 52

carbon footprint/,ko:b;:in 
'fut print/ 52

carbon levels/'ka:b;m , lev;:ilz/ 52

carbon offsets/'ka:b;:in ,of'sets/ 52

carbon sequestration/,ko:b;:in 
,si:kwes'tre1f;:in/ 52 

carbon trading/.ka:b;:in 'tre1d11J/ 52 

carbon-neutral/,ko:b;:in 'nju:tr;:il/ 52 

carcinogenic/,ko:sm;:i'd3en1k/ 51 

career ladder/b'n;:i ' lred;:i/ 3 

career move/k;:i'n;:i rnu:v/ 4 

carry an item/'kreri ;:in a1t;:im/ 41

cash/kref I 41

cash inflow/kref 'mfl;:io/ 43

cash outflow/kref 'aotfl;:io/ 43

cashflow/'kreffl;:io/ 44 

cash flow problem/' kreffl;:io 
probl;:im/ 43 

cash flow statement/' kreffl;:iu 
ste1tm;:int/ 39, 43 

cautious/'k:::,:f ;:is/ 22

central bank/'sentr;:il brel]k/ 47 

CEO (chief executive officer) 
/,si:i:';:iu/ 53

CFO (chief finance officer) 
/,si:ef';:io/ 39

chaebolttfe1b;:il/ 19

chairman/'tfe;:im;:in/ 53 

chairwoman/'tfe;:i,wum;Jn/ 53

challenging/'tf relmd311J/ 63 

charge/tf o:d3/ 41

chat room It fret ru:m/ 25, 34, 35
chief executive officer (CEO) ltfi :f 

1g'zekj;:it1v of1s;:i/ 53 
chief finance officer (CFO)/tfi:f 

'farnrens of 1s;:i/ 39 

child labour/tfai ld 'le1b;:i/ 50

churn/tf3:n/ 24

civil liberties/'s1v;:il 'hb;:itiz/ 36 

client contact/kla1;:int 'kontrekt/ 1

climate change/'k la1m;:it tf emd3/ 49, 

50,51,52,59 

climate treaty/'kla1m;:it tri:ti/ 52

cluster/'k!Ast.J/ 30 

coach/butJ/ 8 

coachee/bu'tfi:/ 8 

coaching/'k;:iutfr!JI 7, 8 

code /k;:iud/ 36 

code of conduct/bud ;:iv 
'kondAkt/ 49

code of ethics/bud ;:iv 'e0,ks/ 49

COGS (cost of goods sold)/kogz/ 40

collaborate on/b'lreb;:irert on/ 35

collaboration/b,lreb;:i'recJ;:in/ 34, 35

collaborative site /b' lreb;Jr;:it Iv 
salt/ 35 

collect the data/'kolekt o;:i 'de1t;:i/ 25
collective intelligence/b,lekt1v 

rn 'te1Id3;:ins/ 35 

combination/,komb1 1n e1J ;:in/ 35

come up with/kAm "P wro/ 1 

commission/b'm1J ;:in/ 37

commitment/b'm1tm;:int/ 7, 9, 14, 16 

commodity/b'mod;:iti/ 57 

common purpose/,kom;Jn 'p3:p;:is/ 9 

communication 
/b,mju:ni'ke1J dn/ 23, 24, 34

commute/b'mju:t/ 1 

coir::nuting/b'mju:t11J/ 6 

co�y intranet/' kAm p;:ini 
'mtr;:inet/ 35 

compensation for contribution 
/,kornp;:in'se1J;:in fo 
,kontrr'bju:J;m/ 7 

competing/brn'pi:t11]/ 17

competing bids/bmpi:t11J 'b1dz/ 17

competing offerings/bmpi:trl] 
'oforrl]z/ 17

competing products/k;:impi:trl] 
'prodAkt s/ 17

competing suppliers/bmpi:t IIJ 
s;:i'pla1;:iz/ 17

competing technologies/bmpi:t llJ 
tek'nol;:id3iz/ 17

competitive/bm'pet1t1v/ 17 

competitive advantage 
/k;:im,pet1trv ;:id'vo:nt1d3/ 17,18 

competitive benchmarking 
/bm,pet1t1v 'bentfmo:k11J/ 15 

competitive edge/k;:im,pet1t1v 
'ed3/ 4, 17, 32

competitive forces/k;:im
1
pet1t1v 

'f:::,:srz/ 18

competitive position/bm,pet1t1v 
p;:i'zifdn/ 17

competitive pressure/k;:im,pet rt 1v 
'pref;:i/ 17

competitive price /bm, pet rt rv 
'pra1s/ 17

competitive product/bm, pet 1t 1v 
'prodAkt/ 17

competitive strategy/bm,pet1t1v 
'strret;:id3i/ 17, 18 

competitive threat/bm,pet1t1v 
'0ret/ 17

competitor/bm'pet1t;:i/ 17
Completer Finisher/bm'pli:t;:i 

'fm1J;:i/ 9 
components/k;:im'p;:iun;:ints/ 12, 30, 31
computer chip/bm'pju:t;:i tfrp/ 33

computing costs/bm'pju:t11J 
kosts/ 55 

computing power/k;:im'pju:t11J 
pau;:i/ 33 

concentrate on/'kons;:intrert on/ 19 

concentrated/ 1kons;:intre1t1d/ 19

confidentiality /,konf rdenfi 'rel;:iti/ 26,

27,36 

confirm/bn'f3:m/ 64 

conflict of interests/,konf!Ikt ;:iv 
'mtr;:ists/ 46

conformance to specification 
/bn,f:::>:m;:ins t;:i ,spes1fr'ke1J;:in/ 12 

conformity to specification 
/bn'f:::,:m;:iti t;:i ,spes1f1 1ke1J ;:in/ 12

confront risks/bn'frAnt rrsks/ 22

confrontational/.konfr An 'terf ;:in;:il/ 61 
congenial/bn'd3i:ni�I/ 60 

conscientiousness 
/,kontJi'entJ;:isn;:is/ 10 

consistency/bn's1st;:intsi/ 12 

constitute/'konst1tju:t/ 65 

constrainer/k;:in'strem;:i/ 10 

consult/bn 'sA lt/ 3 

consultancy service/bn'sAlt;}nsi 
S3:v1s/ 4 

consultation/,kons;:il'te1J ;rn/ 2, 5 

consumer behaviour/k;:in,sju:m� 
b1 1he1vj;:i/ 27 
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consumer borrowing /k;m,sju:mJ 
'borJUIIJ/ 47 

consumer profile /bn,sju:mJ 
'pr;:mf ml/ 27 

consumer spending /bn,sju:mJ 
'spend11}/ 47 

contact /'kontrekt/ 60

containerization 
/bn,tem;)ra1'ze1J;)n/ 55 

content /'kontent/ 35, 38, 51 

content provider /,knntent 
pr;)u'vatd;)/ 38 

contingency plan /kJn'tmd3Jntsi 
plren/ 21 

continual improvement 
/bn,tmjuJl 1m'pru:vmJnt/ 13 

contract (v).lk;)n'tnekt/ 47 

contraction /bn'tnekJJn/ 47 

contractor /bn'tra:ktJ/ 4 

convenience /bn'vi:niJns/ 24 

converge /bn'v3:d3/ 21 

conversion /kJn'v3:JJn/ 26

convertibility /bn, v3:tJ1b1lati/ 56 

convertible /kJn'v3:tJbJI/ 56

cook the books /'kuk OJ buks/ 46 

cooperation /k;m,opJ 1re1J;)n/ ,10

co-operative /bu'oparJtlv/ 57

Coordinator /kJu':,:dmeit;)/ 9

copy-protected /,kopiprJ 1tekt1d/ 38 
copyright /'kopi,ra,t/ 38 

copyright protection /'kopira1t 
prJ,tekJJn/ 38 

copyright theft /'kopira,t ,0eft/ 38 

core activities /b:r rek't JV;)tiz/ 4 

core business /b: 'b1zms/ 19 

core competences /k::>: 
'kompttJnsn/ 32 

core competencies /b: 
'komp1tansiz/ 18, 32 

core competents /b: 'komp1t;mts/ 8 

corporate board /'b:pJrJt b:,:d/ 53 

corporate citizen /b:p;)rJt 
's1t1z;rn/ 49

corporate collapse /'b:parJt 
ka'lreps/ 46 

corporate culture /'k:,:parJt 
'kA)tJ;,/ 32 

corporate governance /b:p;)rJt 
'gA v;,n;,ns/ 53, 54 

corporate intranet /b:p;,rJt 
'mtranet/ 35 

corporate social responsibility (CSR) 
/b1pJrJt S;)UJ;)J 
n,spnnsJ1b1J;,ti/ 49, 51 

corporate sustainability /'b:p;)r;)t 
S;:l

1
Stem;:l1b1l;)ti/ 54 

corporation tax /.k:,:par'e1Jdn 
treks/ 40 

corruption /ka'upJ;rn/ 49

cost leadership /kost 'li:dJJ1p/ 18 

cost of goods sold (COGS) /kost ;:lV 
gudz 'S;)u(d/ 40 

cost savings /kost 'se1v11Jz/ 32 

cost-effective /,kost1'fekt1v/ 4 

cover /'kAvJr/ 22 

crash /krreJ/ 48 

create brands /kri'e1t brrendz/ 28 

creative (adj) /kri'e1t1v/ 20

creative (n) /kri'e1t1v/ 8 

creative project /kri'e1t 1v 
'prod3ekt/ 37 

creativity /,kri:c1't1v;)ti/ 1 
creator /kri'e1t;)/ 38 

credit crunch /'kred1t krAntJ/ 48, 55 

credit period /'kred1t p1;)ri;:ld/ 43 

credit terms /'i<.red1t t3:mz/ 43 

creditor /'kredttJ/ 42 

crisis /' kra1s1s/ 21 

crisis management plan /kra1s1s 
'mremd3mJnt plren/ 21 

criteria /kra1 't J;:lfiJ/ 7, 13 

CRM (customer relationship 
management) /,si:a:r'em/ 27 

CRM software package /si:a:rem 
'softwea prek1d3/ 27 

CRM solutions /si:a:rem 
sa'lu:J ;)nz/ 27 

crop failure /'krop feilj;:l/ 58 

cross-border capital flows 
/krosb::,:d;:l 'krep1t;:l) fl;)oz/ 56

crowd intelligence /kraod 
m'tehd3;:lns/ 35 

crowdfunding /'kraud,fAnd1IJ/ 37

crowdsourcing /'krauds::l:s1IJ/ 35 

CSR (corporate social responsibility) 
/,si:es'a:/ 49, 51 

cultural differences /'kAltJ;:lr;)I 
'd1for;:lnts1z/ JO, 60

culture l'kAltJ;:l/ 7 

culture intervention /'kAltJd 
,mtJ'venf Jn/ 7

currency /'kAr;:lnsi/ 47 

current assets lkArJnt 'resets/ 41 

current liabilities lkAr;)nt 
la1;:l'b1);:ltiz/ 42 

current trends /'kAr;:lnt t�ndz/ 4 

currently /'kAr;)ntli/ 65 -... .. 
customer allegiance lkAstJm;)r 

J1li:d3Jns/ 24 

customer and product /'kASt;)ffiJr ;,n 
'prodAkt/ 54 

customer approval /'kAst;,mar 
;:l'pru:v;))/ 12 

customer basel'kAst;:lmJ ,be1s/ 24 

customer cost /'kAstJm;) ,kost/ 24 

customer defection /'kAstJm;:l 
d1,fekf an/ 24 
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customer delight /'kAstam;, 
d1.la1t/ 12, 24 

customer.dissatisfaction /'kAstam;, 
d1ssret1s,frekf ;)n/ 24 

customer expectations /'kAst;;,m;,r 
ekspek,tetJ;)nz/ 12 

customer experience /' kAst ;,m;,r 
1k,sp1;)ri;,ns/ 23 

customer focus /'kAstJm;:l ,faobs/ 24 

customer loyalty /'kAst;,m;) b1.1lti/ 24 

customer orientation /'kASt;)ffi;) 
:,:rien,teJJ;)n/ 24 

customer relationship management 
(CRM) /'kAstama n,le1J anJ1p 
mremd3m.1nt/ 27 

customer retention /'kAst;,m;, 
n,tenJ;)n/ 24 

customer satisfaction /' kAst .1m.1 
sret1s,frekJ;,n/ 13, 14, 24 

customer solution / 1kAst.1m;.') 
S;)

1lu:J;,n/ 24 

customer-facing services 
l.kAst;)m;;,fe1s11J 's3:v1s1z/ 32 

cut-throat competition /kAt0r;,')ot 
,kompa't1J;;,n/ 17 

cybercrime /'sa1bakra1m/ 36

cybercriminal /'sa,bJknmrn;:il/ 36

damage the core brand /'drem1d3 o;, 
k::,: brrend/ 28 

data analysis /'de1t;;, .1,nrel;:ls1s/ 27 

data management /'de1ta 
,mremd3m�mt/ 27 

data mining /'de1t;, ,marn11J/ 27 

data protection /'deJt;) pra,tekf.10/ 27 

data warehouse /'de1ta ,we;,haos/ 27 

data warehousing /'de1t;;, 
, we;:lhauz1u/ 27 

database /'de1t;;,be1s/ 27 

deal with uncertainty /di:I w10 
An's3:tanti/ 22 

dealings /'di:hl)z/ 49

debt burden /det 'b3:d;m/ 56 

debt forgiveness /det fa'g1vn.1s/ 56

debt load /'det l;;,od/ 56 

debt reduction programme Ide\ 
n,dAkJ;,n 'praugrrem/ 56 

debt relief /'det nli:f/ 56 

debt rescheduling /det 
,ri:'Jedju:IIIJ/ 56

debt restructuring /det 
,ri:'strAktJ;)nIJ/ 56

debt service /'det s3:vrs/ 56 
debtor /'det;,/ 41 

decision-making process 
/d1's13;:lnme1k1IJ praoses/ 2 

decisiveness /d1 'sa1s1vn;;,s/ 10 

decline /d1'klam/ 47 

default /d1 'fo:lt/ 48 



' 

default on /d1 1b:lt on/ 48 

defect (n) /'di:fekt/ 12 

defect (v) /di:'fekt/ 24 

defects per million /,di:fekts p3: 
'mdjdn/ 15 

defend a market /d1fend d 1mo:k1t/ 16 

deference /'defar;)ns/ 60, 62 

deferential/,defa'renJ;)l/ 60 

define the problem /d1 'fam 0;) 
'prob);)m/ 25 

define the research objectives 
/d1 1fam 0;) n's3:tJ ;}b 1d3ekt1vz/ 25 

deflation /d1 1fle1J;m/ 48 

deforestation /di:,fon'ste1J;)n/ 51 

delegate / 1dehge1t/ 3 

delegation /
1
deb 1ge1Jdn/ 3

deleverage /di: 11i:v;)nd3/ 44, 48 

Delphi method /'delfi me0dd/ 21 

demand /d1'mo:nd/ 48 

demographic /,dem;)'grref1k/ 25 

demographic changes /,demd 19rref1k 
1tJemd31z/ 11 

demographic segmentation 
/,dem;)'grreflk 1segmen'te1J;)n/ 26 

denial of service attack /dma1dl ;)V 

's3:v1s ;)trek/ 36 

depletion of natural resources 
/d1 1pli:Jdn ;)V 'nretJdrdl 
n'z:,:s1z/ 59 

depreciate /d1 'pri:Jie1t/ 41 

depreciation /d1,pri:Ji 1e1J;}n/ 40, 41, 

43 

depression /d1 1preJ;)n/ 47 

de-stress/di:'stres/ 6 

detailed proposal /,di:teild prn'pd 
UZ;}}/ 61 

devaluation /,di:vrelju'e1Jdn/ 56 

develop the research plan /d1'veldp 0;) 
n's3:tJ plren/ 24 

developing country /d1
1
ve);}pIIJ 

'kAntri/ 55 
I 

development aid /d1 1vel;:,pm;:,nt 
e1d/ 58, 59 

development process 
/d1'vel;:,pm;:,nt ,pr;:,uses/ 20 

development project 
/d1'veldpmdnt 

1
prod3ekt/ 58 

differentiate /,d1fo'renJie1t/ 26 

differentiation /,d1forenJi'e1J;)n/ 18, 

28 

digital rights management (DRM) I
d1d31t;)) ra1ts 1mremd3mdnt/ 38

digital watermark /d1d31t;:,I 'w:,:t;} 
mo:k/ 38 

digitalized / 1d1d31t;)la1z d/ 38 

digitized / 1d1d31ta1z d/ 38 

dignity at work policy /d19n;:,ti ;)t 
'w3:k po);)si/ 11 

digressions /da1 1greJ;:,nz/ 61 

diplomacy /d1 1pl;}Uffi;}Si/ 61 

direct approach /d1rekt ;:,'prnutJ/ 61 

direct export id1rekt 'eksp:,:t/ 29 

direct investment /d1rekt 
m'vestmdnt/ 29 

directive /d1 1rekt1v/ 31 

disband /d1s'brend/ 8 

discharge /'d1stJo:d3/ 51 

disciplinary procedure /
1
d1s;:,'plmdri 

prdusi:d3;:,/ 2 

discipline /'d1sdphn/ 2

discriminate against /d1 1sknmme1t 
;)'genst/ 11 

discriminatory /d1 1sknmm;)t;:,ri/ 11 

dismantle /d1 1smrentdl/ 31, 57 

disorganized /d1's:,:9;:ma1zd/ 60 

disposable income /d1sp;)uz;:,b;)l 
'IIJkAmf 47

disposal/d1 1sp;:,uz;:,l/ 19, 31 

dispose of /d1 1sp;)UZ ;)V/ 19, 51 

dispose of waste /drspguz ;:,v 
'we1st/ 51 

dispute resolution /d1spju:t 
,rez;)'lu:Jdn/ 10 

disruption /d1s'upJ;)n/ 37 

dissatisfaction /d1s,sret1s'frekJ;)n/ 3

dissertation /,d1S;} 1te1J;)n/ 63 

distance /'d1stdns/ 60 

distribute /
1
d1stn'bju:t/ 45 

distribution / 1d1stn 1bju:J;)n/ 30 

distribution channel / 1d1stn 1bju:Jdn 
tJrendl/ 23 

diverse workforce /da1v3:s 
'w3:kfo:s/ 11 

diversity /da1'v3:s;)ti/ 11 

diversity initiative /da1'v3:sdti 
1

1
mJ;}t1v/ 11 

diversity management/da1'v3:sdti 
,mremd3m;:,nt/ 11 

diversity programme /da1'v3:s;)ti 
,pr;:,ugrrem/ 11 

diversity statement /da1 'v3:s;:,ti 
,ste1tm;)nt/ 11 

dive,rsity strategy /da1 1v3:s;:,ti 

1strret;:,d3i/ 11 

diversity training/da1'v3:s;)ti 
,trem1IJ/ 11 

divest/da1 1vest/ 19 • 
divestment/da1 1vestm;)nt/ 19, 45 

dividend /'d1v1den d/ 39, 40, 42 

dividend payout / 1
d1v1dend 

1pe1aut/ 45 

dividend per share /d1v1dend p3: 
'Je;:,/ 40, 45 

DJSI Stoxx/
1
di:d3e1es'a1 stoks/ 54 

DJSI World /
1
di:d3e1es'a1 w3:ld/ 54 

Doha round /'d;:,uho: raund/ 57 

dominate /'domme1t/ 20 

dominate a market/domme1t d 
'mo:k1t/ 16 

donor country /d;:,un;:, 'kAntril 58 

dotcom bubble /dotkom 'bAb;))/ 34. 

Dow Jones Sustainability indexes/ 
dau d3dunz S;}1Stem;} 1bddti 
mdeks1z/ 54 

download /daun'l;)ud/ 33, 38 

downshift/ 1daunJ1ft/ 6 

draw conclusions /dr:,: 
k;)n'klu:3;'.)nz/ 25 

driver / 1dra1v;)/ 10 

DRM (digital rights management) 
/,di:a:r'em/ 38 

drop out/'drop aut/ 20 

d rought/draut/ 52 

dual nationality /'dju:;)l 
,nreJ;:,n're);}ti/ 63 

d ump/dAmp/ 57 

earnings/'3:n11Jz/ 40, 44, 45 

earnings per share (EPS) 13:mIJZ p3: 
'Je;:,/ 40, 45 

earthquake /'3:0kwe1k/ 58 

EBITDA (earnings before interest, tax, 
depreciation and amortization) 
/,i:bit'd;)/ 44 

eco-friendly /'i:k;:,u,frendli/ 51 

economic bubble /,i:k;:,normk 
1bAb;)l/ 48 

economic cycle /,i:k;:,'nom1k 
'sa1k;:,l/ 47 

economic development/,i:k;}nom1k 
d1'veldpm;}nt/ 58 

economic growth /
1
i:kdnom1k 

'grdue/ 5, 47 

economic output/,i:k;} 1nom1k 
'autput/ 55 

economic risk/i:k;:,'nom1k nsk/ 22 

economic stability /i:k;}
1
nom1k 

st;:, 1b1fati/ 47 

economic value /
1
i:k;} 1nom1k 

'vrelju:/ 59 

edit /'edit/ 34 

education/
1
ed3u'ke1J;}n/ 11 

EEA (European Economic Area) 
/

1
i:i:'e1/ 57 

efficientiI'fIJdnt/ 23 

effluent/'eflu;}nt/ 51 

effort-reward imbalance/efat n'w:,:d 
1mbrel;:,ns/ 6 

EFQM Excellence Model 
/i:efkju:em 'eksdldns mod;}l/ 14 

El (emotional intelligence)/i:'a1/ 10 

electronic reader /,elek'tromk 
'ri:dd/ 26 

electronic trail/elek,tromk 'tre11/ 36 

electronic watermark /elek, tromk 
'w:,:tdma:k/ 38 
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eliminate risk /i'limme,t risk/ 22 
elimination of variation /Il1mme1f;m 

;}V ve;}ri'e1f;}n/ l2 
emergency relief ftm3:d3;}nsi 

n'li:f/ 58 
emerging industry ftm3:d311J 

'mddstri/ 20 
emissions lt'm1f;}nz/ 52 
emit /t'm1t/ 52 
emotional /t'mduf;:m;}l/ lO 
emotional competencies lt,m;}ofdndl 

'komp1tdnsiz/ lO 
emotional intelligence (El) !t,mduf dn;;il 

m'tehd3dns/ 10 
emotional quotient (EQ) /t,mdufdndl 

'kWdUf dnt/ 10 
empathy /'empdOi/ lO 
employability !tm,pb1;;i'b1liti/ 4 
employable !tm'pb,db;;il/ 4 
employee ltm'pb,i:/ 2, 5 
employee Involvement ltmpb,i: 

m'volvmdnt/ 12 
employment and community 

/tm'pb1m;;int ;;in b'mju:n;;iti/ 49 
empower hm'paud/ J 
empowerment hm'paudmdnt/ 2, 3 
enabler /t'ne,bld/ 10, 14 
encourage competition /m,k1md3 

komp;;i'ttfdn/ l7 
encrypt /m'knpt/ 36 
encryption /m'knpf ;;in/ 36, 38 
endanger /m'dernd3;}/ 49 
engagement /m'ge1d3mdnt/ 9 
enhance brands /m'ho:ns bnendz/ 28 
enquire !tn'kwa,d/ 64 
enquiry /Jn'kwa,dri/ 64 
enrich a database /m'ntf ;;i 

'de1t;}be1s/ 27 
entrant /'entr;;int/ 19 
entrepreneur /,ontr;}pf;}'n3:r/ 22, 31 
environment /m'va1r;'.lnmdnt/ 181 49 
environmental Issues 

/mvair;}n,mentdl '1fu:z/ 51 
environmental management 

/mva1r:m,ment;)l 1mrentd3m;)nt/ H 
environmenti:\I pollution 

/mvan;)n,mentdl pd'lu:f;m/ 49, 51 
environmental protection 

/mva1r;)n,ment;)J pr;}'tekf;)n/ 49 
environmental regulation 

/Jnva1rdn,ment;'.ll regj;;i'le1f;;in/ 51 
environmental risk /m,vatr;)n'ment;'.ll 

nsk/ 22 
environmental value !tnva,r;;in,ment;;il 

'vrelju:/ S9 
�M\t�\\m�\\t�\\1 -s.u":.ta\l'l{\b\e 

/mva1r;;in,ment;;ili s;;i'stem;;ib;;il/ lJ 
epidemic /,ep1'dem1k/ 58 

EPS (earnings per share) 
/,i:pi:'es/ 40

1 45 
EQ (emotional quotient) /i:'kju:/ 10 
equal basis /,i:kw;;il 'be1S1s/ 61 
equal opportunities /,i:kw;)J 

op;;i'tju:n;;itiz/ 11 
equal opportunities policy /,i:kwJl 

op;;i'tju:ndtiz ,pol;)si/ 11 
equality II'kwol;)ti/ 11 
equity-based /'ekwiti be1st/ 37 
establish /t'stcebhf/ 20 
establish a foothold in a market 

II,stcebhf;:) 'futh;;iuld m 
;:) ,mo:k1t/ 16 

establish a toehold in a market I 
1,strebhf ;;i 'tduh;:>uld m 
;;i ,rno:k1t/ 16 

Estimate-Talk-Estimate /'est 1m;;it t:,:k 
'esttm;}t/ 21 

ethical behaviour /,eOrbl 
b1'he1vj;;i/ 49 

ethical dilemma /,e01bl da,'lemd/ 49 
ethical investment fund /,e81bl 

m'vestm;;int fAnd/ 54 
ethical issue /,e01bl '1fu:/ 49 
ethical lapse /,e01bl 'heps/ 49 
ethical stance /,e81bl 'sta:ns/ 49 
ethical standard /,e81bl 'strend;)d/ 49 
ethically managed company /,e01bli 

,mrenid3d 'kAmp;;ini/ 54 
ethics /'eOrks/ 49 
ethnic minority /,eOmk ma1'nor;;iti/ 11 
ethnicity /eO'nis;;iti/ 11 
European Economic Area (EEA) 

/ju;;ir;;i,pbn 
1
i:b'nom1k 'e;;iri;:>/ 57 

evaluate outcomes It, vreljue1t 
'autkAmz/ l4 

evolve /t'volv/ 21 
exceed eltpeetations !tk'si:d 

,ekspek'te1f ;;inz/ 12, 24 
e,Xteptional items !tk,sepf ;'.ln;;il 

'attdmz/ 40 
excess /'ekses/ 22 
exchange rate !tks'tfemd3 re,t/ 47 
exclusive agent /Jks,klu:s1v 

'e1d3;;int/ 29 
executive compensation !tg,zekj;:>t1v 

.kompdn'se1fdn/ 53 
executive director llg,zekjdt1v 

da11rekt;;i/ 53 
executive education !tg,zekjJt1v 

ed3u'ke1f ;;in/ 7 
executive pay /ig,zekj;;itrv 'pe1/ 53 
executive remuMration IIg,zekj;;itrv 

n,mju:n;)'re1f;;in/ 53 
expansion /1k'sprenf;;in/ 47 
expectation gap /,ekspek'terf;;in 

grep/ 46 
expectations /,ekspek'te,f ;;inz/ 24 
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experiencer !tksp,dri;rnsd/ 26 
experimental research /tkspen,mentdl 

n's3:tf/ 25 
expertise /,eksp3:'ti:z/ 32 
export /tk'sp:,:t/ 51 
export manager /'eksp:,:t 

,mremd3;;i/ 29 
external factor !tk,st3:nJI 'frekt;;i/ 18 
external social networking site I 

1k'st3:nJI 's;)uJJI 'netw3:k11J 
sa1t/ 34 

externalization 
!tk,st3:ndla11ze1fdn/ 35

fab plant /'freb plo:nt/ 30 
factory /'frektdri/ 30 
fair trade /f e;;i 'tre1d/ 57 
Fairtrade mark /fe;;i'tretd mo:k/ 57 
fall below expectations /'fo:I bt,l;:>u 

,ekspek'tetf;)nz/ 24 
false accounting /b:ls ;;i'kaontuJ/ 46 
family-owned businesses 

/'frem;;ili;;iund 1b1zn1s1z/ 19 
famine /'fremm/ 58 
farm out /fo:m 'aut/ 32 
FASB (Financial Accounting Standards 

Board} /,efe1es'bi:/ 46 
fat cat /'fret kret/ 53 
fault /b:lt/ 12 
FDl (foreign direct investment) 

/,ef di: 'ar/ 56 
features (n) /'fi:tf nl 12 
feedback /'fi:dbrek/ 7

) 
37 

ferocious com petition /f d, r;;iu f ;;is 
kompd't1f ;:>n/ Jr 

fierce competition /f1;}s 
,kompJ 1t1f ;;in/ 17 

file sharing /fat! 'f e;;inl)/ 38 
finance /'famrens/ 39 
finance department /'famrens 

d1,po:tmdnt/ 39 
finances /'famrensrz/ 39 
financial /fa1'nrenf;;il/ 39; 54 
Financial Accounting Standards 

Board (FASB) /fa1,nrenf;:>I ;'.)
1kaunt11J 

'strendddz b:,:d/ 46 
financial bubble /far, nrenf di 

'bAb;'.l(/ 4S 
financial market /fa1,nrenf;;il 

'ma:k1t/ 47 
financial performance /fa1,nrenfJI 

p;;i'f:,:m;)ns/ 39 
financial reporting /fa1, nrenf ;;ii 

rt'p:,:tll)/ J9 
Financial Reporting Council (f:RC) I 

fa1,nrenJ;}J n'p:,:t1u ,kaunsJI/ 46 
financial results /fa1'menf ;;ii 

n'ZAlts/ 39 
financial risk /fa1'nrenf di nsk/ 22 



financial statement /far,nrenf ;:il 
'steltm;mt/ 39 

financial year /fa1,na:nf ;:il 'jr;:i/ 39 

financier /far 'nrensi;:i/ 39 
financing /'famrensIIJ/ 39 
finished goods /,f 1mft 'gudz/ 31, 41 

firewall / 1fa1;:iw:,:l/ 36 

first mover advantage /fa:st ,mu:v;:ir 
;:id'va:nt1d3/ 20 

fit for purpose /.f 1t fo 'p3:p;:is/ 13 

fit intervention /fit ,mt;:i'venf ;:in/ 7 
fixed assets If 1kst 'resets/ 41 

flagship brand / 1flregf1p brrend/ 28 

flexibility /
1
fleks1 'b1l;:iti/ 1, 37 

flexible job market /,fleks1b;:il 'd3ob 
,ma:k1t/ 5 

flexible working/,fleks1b;:il 'w3:k11J/ 5 

flood lflAdl 52, 58 

fluent /'flu:;:int/ 63 

focus (n) /'fouk;:is/ 18 

focus group /'faubs gru:p/ 20, 25 

follower /'fol;:iu;:i/ 20 

forecastl'fo:ka:st/ 21 

foreign direct investment (FDI) /,form 
d1,rekt m'vestm;:int/ 56 

foreign exchange crisis /.form 
1ks'tfemd3 ,kraIS1s/ 56 

forming/'fo:mJIJ/ 9 

formulate strategy /,fo:mj;:,le1t 
'strret;:id3i/ 16

forum /'fo:r;:im/ 34, 35 

forward flow /b:w;:,d 'fl;:,u/ 31 

fossil fuel /'fos;:,l fju:;;il/ 52 

foster creativity /.fost;:, 
kri:e1 't 1v;:,ti/ 20 

foster innovation /,fost;:i 
,m;;i've1f;;in/ 20 

four Cs /f :,: 'si:z/ 24

4G /,b: 'd3i:/ 33 

four Ps /b: 'pi:z/ 23 

fragmented /frreg'ment1d/ 19

framework l'fre1mw3:k/ 14 

fraud /fr:,:d/ 46 

FRC (Financial Reporting 
Council) /,efa:'si:/ 46 

free movement of capital /fri: 
'mu:vm;:,nt ;:iv 'kreplt;;il/ 55 

free trade /fri: 'tre1d/ 55, 57 

free trade areas /fri: tre1d 'e;;iri;:iz/ 57 

freelance /'f ri:lo:ns/ 4 

freelancer /'fri:lo:ns;;i/ 4 

from cradle to grave /fr;;im 1kre1d;;il t;;i 
gre1v/ 31 

front office outsourcinglfrAnt ,ofis 
'auts::,:s1IJ/ 32 

FTSE4Good /futsifa'gud/ 54 

full contribution /ful 
,kontn'bju:f;:,n/ 61

full report and accounts /ful n 'p::,:t 
;:ind ;;i'kaunts/ 39 

full-blown economic crisis /.f ul 'bfaun 
,i:k;:i'nom1k ,kra1s1s/ 48 

functional benchmarkingl,fAIJf;;in;:,l 
'bentf mo:k11J/ 15 

functions/'fAIJkf;:inz/ 31 

fund /fAnd/ 37 

futurist/'fju:tf;:inst/ 21 

futurologist /,fju:tf ;;i'rol;:,d31st/ 21

futurology /.fju:tf ;:,'rol;:,d3i/ 21 

GAAP (Generally Accepted Accounting 
Principles) /,d3i:e1e1'pi:/ 46 

GAFTA (Greater Arab Free Trade Area) 
/'greft;:,/ 57 

galloping inflation /'grel;:ip1IJ 
m'fle1f;:in/ 48 

GDP (gross domestic product) 
/,d3i:di:'pi:/ 55 

GDP per capita /d3i:di:,pi: p3: 
'krep1t;:,/ 55 

gearing /'91;:inIJ/ 44 

gender equality /'d3end;:ir 
i'kwol;:,ti/ 59 

gender stereotyping/'d3end;:, 
'steri;;iuta1p11JI 11 

general expenses /,d3en;:,r;;il 
1k 'spents1z/ 40 

Generally Accepted Accounting 
Principles (GAAP) /,d3en;:ir;:ili 
;:,k,sept1d ;:i'kauntIIJ 
,prms;:,p;:,lz/ 46 

generate /'d3en;:,re1t/ 43 

generate cash /,d3en;:ire1t 'kref/ 44 

generate cashflow /,d3en;:,re1t 
'kreffl;:,u/ 44 

generate revenue /,d3en;:,re1t 
'rev;;inju:/ 34, 38 

generic brand /d3;;i,nenk 'brrend/ 28 

generic standards /d3;:i,nenk 
'strend;:,dz/ 13 

generous /'d3en;;irJs/ 58 

gesture / 1d3estf ;:i/ 60 

get off the point /get of o;;i 'p::,mt/ 61

get on well with /get on 'we! w10/ 1 
gig economy / 1919 1Jon;:imi/ 37 

give notice /g1v 'n;:iut1s/ 5 

glass ceiling/glo:s 'si:IIIJ/ 11, 60 

global brand /'gl;;iub;:il brrend/ 29 

global economy /,gl;:iub;:il 
1'kon;:,mi/ 55 

global ecosystem /,gl;;iub;;il 
'i:k;:iu,s1st;:im/ 59 

global offerings /,gl;:iub;:,l 'ofanI)z/ 29 

Global Positioning System (GPS) 
/,gl;:,ub;:il p;:,'z1f ;:imIJ ,s1stJm/ 33 

global temperatures/,gl;:mb;:il 
'tempr;:,tf;:,z/ 52 

global warming/,gl;:,ubJI 'w:,:m11J/ 51, 

52 

globalization /,gl;:,ub;;ila1 'ze1f ;:in/ 55 

globalize/'gl;:,ub;:,Ja1z/ 32 

glocalization /, gl;:iubla1 'zerf ;:in/ 29 

glut /gJAt/ 57 

GNI (gross national income) 
/,d3i:en'a1/ 55 

GNP (gross national product) 
/,d3i:en'pi:/ SS 

good corporate governance /,gud 
,k::,:p;:ir;:it 'gA v;:in;:,ns/ 53, 54 

good practice/god 'prrekt1s/ 14 

goodwill /gud'w1l/ 41 

governance and stakeholder 
/'gA v�n;:,ns ;:in 'ste1k,h;:,uld;:,/ 54 

governance body /'gA v;:in;:,ns 
,bo di/ 53 

government spending/,gA v;:,nm;:int 
'spend1u/ 47 

GPS (Global Positioning System) 
/,d3i:pi:'es/ 33 

Greater Arab Free Trade Area (GAFTA) 
/,greJt;:, rer;:ib fri: tre1d 'e;:,riJ/ 57 

green issues/'gri:n ,1fu:z/ 51 

greenhouse effect/' gri:nhaus 
1,fekt/ 52 

greenhouse gases /,gri:nhaus 
'gres1z/ 52 

greenwash /'gri:nwnf I 51 

gross domestic product (GDP) /,gr;:ius 
d;:i,mest1k 'prodAkt/ 55 

gross national income (GNI) /,gr;:ius 
,nref ;:,n;:il 'IIJkAm/ 55 

gross national product (GNP) /,gr;:ius 
,nref;:in;:il 'prodAkt/ 55 

ground rules/graund ru:lz/ 61

growers /'gr;:iu;:iz/ 57 

growth shares/'gr;:iu0 fen! 45 

hacker /'hreb/ 36 

hand over /hrend ';:iuv;:i/ 62 

hand held /'hrendheld/ 33 

handling/'hrendhIJ/ 30 

hands-on /,hrenz'on/ 1 

hands-on experience /hrenz,on 
1k'sp1;:iri;;ins/ 35 

hard skills/ha:d 'skilz/ 10 

harm competition/,ha:m 
komp;:,'t1f;:,n/ 17 

harmony /'ho:m;:,ni/ 61

health and safety record /hel0 ;:in 
'se1fti ifeb:d/ 50 

health and well-being/hele ;:in 
,wel'bi:11)/ 59 

heavily indebted /,hev11i m'det1d/ 44 

Heavily Indebted Poor Countries 
(HI PCs) /,hev1Ii m,det1d 'p::,: 
,kAntriz/ 56
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heavily leveraged /,hevlli 
'li:v;:md3d/ 44 

heavy workload /,hevi 'w3:kldud/ 6 

helpful /'helpfol/ 23 

hierarchical /,ha1;}1ro:k1bl/ 3 

hierarchy /'ha1;}ro:ki/ 3 

high entry barriers /ha1 ,entri 
'brerin/ 19 

high flier /ha1 'fla1;}/ 8 

highly geared /,ha1li 'g1;}d/ 44 

highly informed /
1
ha11i m'f::l:md/ 23 

highly leveraged /'ha11i 'li:v;}nd3d/ 44 

highly motivated /
1
ha1li 

'm;}ut1ve1t1d/ 23 

high-risk /,ha1 1nsk/ 48 

hijack /'ha1d3rek/ 36 

HIPCs (heavily indebted poor 
countries} /,eitf a1pi: 'si:s/ 56 

hire and fire /hai;}r ;}n 1fa1;}/ 5 

hit it off with /hit It 'of w10/ 1 

hits /hits/ 34 

hold on a database /h;}uld on d 

'de1t;}be1s/ 27 

home-work balance /h;}um w3:k 
'brel;}ns/ 6 

home-work imbalance /h;}um w3:k 
,1m'breL:ms/ 6 

homeworker / 1h;}um,w3:k;}/ 6 

homogenous /h;} 1mod3;}n;}s/ 29 

hospitality /
1
hosp1'tre!;}ti/ 60 

hot-desking /,hot'desk10/ 1

hotspot /'hotspot/ 33 

house prices /'haus pra1s1z/ 47 

household waste /,haush:mld 
'we1st/ 51 

housing bubble /'hauz11J ,bAb;})/ 48 

housing market /'hauz10 ,mo:k1t/ 47 

however /hau'ev;}/ 66 

human /'hju:m;;m/ 54 

human resources /,hju:m;}n 
n'z::,:s1z/ 13 

human risk /'hju:m;}n nsk/ 22 

humanitarian aid 
/hju:,mrenite;}ri;Jn 'e1d/ 58 

hygiene factors /'haid3i:n 'f rektn/ 3 

IAS (International Accounting 
Standards) /,a1e1 1es/ 46 

identity theft /ar'dent;}ti 0eft/ 36 

idle /'a1d::,l/ 30 

illegal downloading II,Ii:g;}I 
daun'l;}ud1IJ/ 38 

image /'1m1d3/ 21 

IMF (International Monetary Fund) 

/,a,em'ef/ 56 

impact on society /,1mprekt on 
s::>'sa1::>ti/ 14 

implementation 
/,1mphmen'te1f::,n/ 16 

Implementer /'1mph,ment::>/ 9 

impose /im'p;)uz/ 2 

improviser /'1mpr::,va1z;)/ 60 

impulse /'1mpAls/ 10 

in contact with /m 'kontcekt w10/ 23 

in employment /m 1m'pb1m;:mt/ 47 

incentive /m'sentrv/ 53 

inclusion /m'klu:3::>n/ 11 

income distribution /,11JkAm 
d1stn'bju:f ;}n/ 55 

income leverage /'tl)kAm 
,li:v::>nd3/ 44 

income shares /111JkAm Jen/ 45 

income statement /'1okAm 
,ste1tm::>nt/ 40 

incur risks /m'k3:r nsks/ 22 

indebted /m'det1d/ 44 

independence /,md1'pend::>ns/ 6 

independent board member I
md1,pend;Jnt 'b::,:d ,memb;}/ 53 

index /'mdeks/ 54 

indirect export /md1,rekt 'eksp::,:t/ 29 

individual (n) /
1
md1 1v1d3u;}l/ 9 

induction /m'dAkJ;}n/ 7 

industrial revolution hn,dAstri;}l 
rev;}l'u:J;}n/ 52 

industrial waste /m,dAstri::>I 
'we,st/ 51 

industrialization 
IIn

1
dAstri::>lai'ze1.f;}n/ 55 

industrialized country /m
1
dAstri;}la1zd 

'kAntri/ 55 

industry /'md::>stri/ 18 

industry competitor /,md::>stri 
bm'pet1t;}/ 18 

infect /m'fekt/ 36 

infiltrate / 1mfrltre1t/ 36 

inflation /m'fle1J;}n/ 47 

inflexibility /m,fleks;} 1b1 !;}ti/ 5 

inflows /'mfl;Juz/ 56 

influence /'mflu::>ns/ JO 

information /,mfa'me1.f ::,n/ 46 

information overload /mfo,me1J::,n 
'::,uv::>bud/ 35 

information sharing hnfa'mer.f ;}n 
,fe;}nl)/ 34 

information technology (IT} 
outsourcing /,mfo'me1J;}n 
tek'nol;}d3i 'auts::,:stl)/ 32 

infrastructure /'mfr::>,strAktJ;}/ 
52,58 

infrastructure project /'mfr;}strAktJ;} 
,prod3ekt/ 56 

infringe copyright /m'frmd3 

'kopira1t/ 38 

inhibit competition /m'h1b1t 

komp;}'t1J;}n/ 17 

in-house /,m'haus/ 4, 19, 32, 63 

initiative II'n1J;}t1v/ 10 
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innovation /,m;}'ve1f;Jn/ 35 

innovator /' In;}UVeit;}/ 20 

input /'mput/ 13 

inquire 1In'kwa1;J/ 64 

inquiry /m'kwai;}ri/ 64 

inshoring /'mf::,:nu/ 32 

insourcing /'ms::,:s10/ 32 

instability /,mst;} 1b1l;}ti/ 56 

install /m'st:,:1/ 36 

instant messaging /,inst;}nt 
'mes1d311J/ 34 

institutional investor /mst1,tju:J;}n;}f 
m'vest;}/ 54 

insurance cover /m'J::,:r;;,ns 'kA v;;,r/ 22 

insurance policy /m'J::,:r;;,ns 
'pol::>si/ 22 

insurance premiums /m'f ::,:r:ms 
'pri:miJmz/ 22 

insure against risks /m'J::,:r ;;,'genst 
nskz/ 22 

insurer /rn'J:,:r;}r/ 22 

intangible /m'trend3;}b;})/ 23 

intangible assets /m,tc£nd3;Jb;}I 
'resets/ 41 

integrate into /'mt1gre1t ,mt;}/ 30 

integrity /m'tegrgti/ 10, 49 

intellectual capital /mt;}
1
lektju::>I 

'krep1t;})/ 35 

intellectual property IIntJ,lektju;JI 
'prop::>ti/ 38 

intellectually stimulating 
/,mtJ'lektjugli st1mj::>le1t11]/ 63 

intelligence quotient (IQ) /m'tehd3;}ns 
,kW;}Uf Jnt/ 10 

intense competition /m,tens 
komp;:,'t1f ;ml 17 

intensify /m'tens1fa1/ 17 

interact /'mt;}rcekt/ 26 

interactive /
1
mt;}r'rekt1v/ 34 

interdependence /
1
mt;}d1'pend::>ns/ 55 

interest /'mtr;}st/ 26, 39 

interest cover /' mtr;Jst ,kA v;J/ 44 

interest payable /,mtr;}st 'pe1;}b;}I/ 40 

interest payment / 11ntrgst 
,pe1m::>nt/ 42 

interest rate /'mtr;}st ,re1t/ 47, 48 

interim results /,mt;}nm n'zAlts/ 39 

interims /'mt;Jnmz/ 39

intermediate technology /mt;;,,mi:di::>t 
tek'nol;}d3i/ 58 

internal benchmarking /m, t3:n;}f 
'bentJmo:k11J/ 15 

internal factor /m,t3:n;}I 'fcekt;J/ 18 

internal social networking site I

m,t3:ngl ,s:JufJl 1netw3:k10 sa1t/ 34 

internalization /rn,t3:n;}la11ze1J;}n/ 35 

International Accounting Standards 

(IAS) /mt;;,,nreJ;}n;}l ;} 1kaunt11J 

,strend;)dz/ 46 



International Monetary Fund {IMF) I 
mt;}

1
meJ;m;}l 1mAmt;}ri fAn d/ 56 

International Organization for 
Standardization/, mt;}'n reJ;}n;}I 
,:,:g;}n a1'z e1J;m fa 
,stren d;}da1'z e1f;}n/ 13 

International Organization of 
Securities Commissions (!OSCO) 
/,mt;}'n ref;}n;}l ,:,:g;}n a1'z e1f;}n ;}V 

s 1'kjo ;}r;}ti z b'm1f;}n z/ 46 

International Standards /mt;}
1
n reJ;}n;}I 

'stren dddz/ 13 

internet ratings agency /,mt;}n et 
're1t IIJZ ,e1d3;}nts i/ 34 

internet security /,mt;}n et 
SI'kjO;}f;}ti/ 34, 36 

internet TV /,mt;}n et ti:'vi:/ 33 

internet usage /'mt;}net ,ju:s 1d3/ 26 

interoperability /mt;}r,op;}r;}'bil1ti/ 34 

invade a market/m ,ve1d ;} 'mo:k1t/ 16 

inventory /'m v;}ntri/ 31 

investment fund /m'vestm;}nt 
fAn d/ 54 

investment ratio /m 'vestm;} nt 
,re1fi ;}o/ 44 

Investors in People/m ,vestn m 
'pi:p;}I/ 14 

Investors in People Standard I
m,vestn m 'pi:p;}l ,stren d;}d/ 14 

invoicing /1 1 n v:,1s11J/ 32 

involved /m'volvd/ 24 

involvement/m 'volvm;}nt/ 24 

!OSCO {International Organization
of Securities Commissions)
/,amsk';:io/ 46 

IQ (intelligence quotient) /a1'kju:/ 10 

irreversible environmental damage
/m,v3:S;}b;}l m vair;}n ,ment;}l 
'drem1d3/ 59 

isolated /'ats ;}le1t1d/ 6 

issue / 11.fu:/ 39 

IT (information technology) 
outsourcing/a1'ti: 'auts :,:s 11J/ 32 

iterative /'1t;}r;}t1v/ 21 

job creation /d3ob kri'et.f;}n/ 5 

job flexibility /
1
d3nb fleks 1'b1lgti/ 5 

job for life /d3ob fo 'la1f/ 4 

job insecurity /d3ob ,m s 1'kju;}f;}ti/ 5 

job protection /,d3ob pr;}'tekf ;}fl/ 5 

job rotation /
1
d3ob f;} 1te1J;}n/ 7 

job satisfaction /,d3ob 
s ret1s'frekf;}n/ 1, 2 

job sharing/'d3ob ,Je;}nl)/ 5 

jobs market/'d3obz 
1
mo:k1t/ 47 

joint venture /,d3:)lnt 'ventf ;}/ 29 

just-in-time /d3Astmta1m/ 30 

kaizen /' ka1z en/ 13 

key indicator /ki: 'm d1ke1t;}/ 47 

key people /ki: 'pi:p;}I/ 8 

key player /ki: 'ple1;}/ 17, 19 

killer app /,k1l;}r 'rep/ 34 

knowledge base / 1 n ohd3 be1s/ 35 

knowledge creation /
1
n ohd3 

kri 'e1f;}n/ 35 
knowledge process outsourcing (KPO) 

/,nohd3 ,pr;}us es 'auts :,:s11J/ 32 

knowledge worker /'nohd3 

,W3:b/ 44 

kowtow /kau'tao/ 60 

KPO (knowledge process outsourcing) 
/

1
ke1pi:';m/ 32 

Kyoto Protocol/,kj;}Ul;}o 
'pf;}Ut ;}kol/ 52 

labour costs /'le1b;} kosts/ 40 

labour exploitation /,le1b;}r 
eks pb 1'te1f;}n/ 50 

labour standards /,le1b;} 
'stren d;}dz/ 50 

lack of focus /lrek ;}V 'faubs/ 61 

lack of management support /lrek ;}V 

,mremd3m;}nts ;}'p:,:t/ 6 
latest trend /,le1t1st 'tren d/ 25 

law enforcement agency /b: 
m'f:,:s m;}nt ,e1d3;}n s i/ 36 

LDC (less-developed country) 
/,eldi:'s i:/ 55 

leadership /'li:d;}J1p/ 14, 53 

learn by doing/,13:n bai 'du:i!J/ 35 

learning organization /'1 3:m!J 
,:,:g;}n a1,z e1J;}n/ 35 

leisure time /'le3;} ta1m/ 60 

lender /'len d;}/ 39 

lending/'len d11J/ 39 

less-developed country (LDC) 
/les d1,vei;}pt 'kAntri/ 55 

let (someone) go /,let 'g;}u/ 5 

leverage /'li:v;}nd3/ 44 

liabilities /,la1;}1 b1l;}ti z/ 42 

liberalization /,hb;}r;}la1'z e1J;}n/ 56 

license (v) /'la1s ;}n s/ 29, 38 

licensing agreement /'la1s ;}n s 11J 
;},gri:m;}nt/ 29 

licensing arrangement/' la1S;}OSIIJ 

;}
1
rem d3m;}nt/ 29 

licensing deal /'la1s ;}n S11J di:1/ 29 

licensing pact/'la1s ;}nS11J prekt/ 29 

lifelong learning/
1
la1flo1J '1 3:rnl)/ 4 

lifestyle /'la1fsta1l/ 26 

light-touch regulation /la1t ,tAtf 
regj;}1le1J;}n/ 48 

living standards /'hv11J ,stren d;)dz/ 55, 

59 
loaded / 1 f;}ud1d/ 33 

loan /l;}un/ 39, 48 

logging /'10911]/ 51 

logistic /f;}'d31st1k/ 31 

logistical /l;}'d31st1k;}l/ 31 

logistical challenge /1;}
1
d31st1bl 

'tf rehn d3/ 31 

logistical difficulty /);}
1
d31st 1bl 

'd1f1k;}lti/ 31 

logistical hurdle /l;}
1
d31st1bl 

'h3:d;}I/ 31 

logistical nightmare /f;}
1
d31st 1bl 

'n a1tme;}/ 31 

logistical obstacle /l;}
1
d31st1bl 

'obst;}bl/ 31 

logistical problem /l;}
1
d31st 1kdl 

'prob);}m/ 31 

logistician /lod31s 't1J;}n/ 31 

logistics/l;:i'd31st1ks/ 30, 31 

logistics outsourcing /f;}
1
d31st I ks 

'auts:,:s 1l)/ 32 

long hours /lmJ 'aun/ 1 

long-term bank bonds/lol),t3:m 
'brel)k bondz/ 42 

long-term bank loans/lol),t3:m 'brel)k 
l;}U O zl 42 

long-term interests /lo!J, t3:m 
'mtr;}sts/ 59 

long-term liabilities /lol),t3:m 
la1;}1b!l;}ti z/ 42 

look and feel /luk ;}O fi:1/ 12 

loss /los/ 40 

lost customer analysis /lost ,kAst;}m;:i 
;}1n rel;}s1s/ 24 

low entry barriers /f;}u 'entri 
,breri n/ 19 

low risk appetite /l;}U ns k 
'rep;}ta1t/ 22 

loyalty card /'b t;}lti ko:d/ 19, 24, 26, 

27 

maintain a competitive advantage 
/mem 'tem ;} k;}m1pet1t1v 
;}d'va:nt1d3/ 18 

maintain brands /mem 'tem 
brrendz/ 28 

make a claim /me1k d kle1m/ 22 

make forecasts /,me1k 'b:ka:sts/ 21 

make or buy decision /me1k :,: ba1 

d1's 13;}n/ 19 

make (someone) redundant /me1k 
n'dAn d;}nt/ 4, 5 

make up /me1k 'Ap/ 65 

maker /'me1k;}/ 26 

malicious software /m;}
1
h.f ;}s 

's ofwe;}/ 36 

mall intercept /m:,:l 'mt;}s ept/ 25 

malware /'mrelwe;}/ 36 

management board /'mremd3m;}nt 
b:,:d/ 53 

management level /'mremd3m;}nt 
,lev;}l/ 3 
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management support /,mrenid3m;:lnt 
$;:)'p:,:t/ 6 

manufacture /,mrenjg'frektJ;:l/ 29 

manufacturing capacity 
/mrenj;:l'frektJJnl) b,presgti/ 30 

manufacturing jobs 
/mrenjg'frektJ;:lnIJ ,d3obz/ 30 

manufacturing operations 
/mrenj;:l'frektJ;:lrIJJ op;:l

1re1J;:lnz/ 30 

manufacturing plant 
/mrenj;,'frektJ;,nIJ ,plo:nt/ 30 

manufacturing process 
/mrenj;:l'frektJ;,nJJ ,pr;:luses/ 30 

manufacturing productivity 
/mrenj;:)'frektJgnIJ 
prodAk,t,v;,ti/ 30 

manufacturing sector 
/mrenj;:l'frektJ;:lrtl) ,sekt;,/ 30 

mapping /'mrepIJJ/ 33 
market /'mo:k1t/ 25 

market intelligence /,mo:k1t 
m'tehd3;,ns/ 25 

market research /,mo:k1t n's3:tJ/ 25 

market research firm /,mo:k1t n's3:tf 
fa:m/ 25 

market share /'mo:klt f e;:)/ 19 
market value /,mo:k1t 'vrelju:/ 41 
marketing /'ma:k1t11)/ 32 
marketing mix/'ma:k1t1IJ m1ks/ 23,25 
marketing plan /'ma:k1t1l) plren/ 25 

marketing research /'ma:k1t11) 
n,s3:tJ/ 25 

marketing research firm /'mo:k1t1JJ 
n's3:tf fa:m/ 25 

mass collaboration /,mres 
blreb;:) 1re1Jgn/ 35 

mass customization /,mres 
kASt;Jma1'ze1f �m/ 27 

materials /m;J't1JrigJz/ 13 
maternity leave /mJ't3:ngti li:v/ 5 
mature /m;,'tju;:l/ 20 

maximize shareholder value 
/,mreks1ma1z ,Je;,h;,uld;, 
'vrelju:/ 45 

measurable objective /,me3;,r;,b;:ll 
;:lb'd3ekt1v/ 13 

meet expectations /mi:t 
,ekspek'te1J;,nz/ 24 

mentee /men'ti:/ 8 

mentor /'ment:,:/ 8 
mentoring /'ment;,nJJ/ 8 

mentorship /'ment;,J1p/ 8 
Mercosur /'m3:k;,usu:;:l/ 57 
merge /m3:d3/ 19 

mergers and acquisitions /'m3:d3;:l2 
;,nd 

1
rekw1'z1f ;,nz/ 19 

metadata /'met;:lde1t;,/ 35 

middle-income country /,m1d;,l
1
11JkAm 

'kAntri/ 55 

middlemen /'m1d;,lmen/ 57 

mini-Delphi /,mmi'delfi/ 21 

minimal supervision /,mm1m;,l 
su:p;,'v13;:ln/ 63 

minimize risk /'mm1ma1z risk/ 22 

minimum wage /,mm1m;Jm 
'we1d3/ 37 

minor player /,mam;, 'ple1J/ 17 

misleading information /m1s'li:d1l) 
,mfa'me1J;,n/ 46 

mission statement /,m1J;,n 
'ste1tm;,nt/ 16 

mission-critical /,m1J;Jn'knt1bl/ 8 

mitigate risk /'m1t1ge1t nsk/ 22 

mobile app /'m;:lubail ;:ep/ 37 

mobile device /'m;:lubaII d1,va1s/ 33 
mobility /m;,'b1l;,ti/ 7 

model /'mod;,1/ 14 

moderator /'mod;,re1tJ/ 25 
modest /'mod1st/ 60 
Monitor Evaluator /,monit;:lr 

1'vrelju:e1tJ/ 9 
monopoly /mJ'nopJli/ 17 
Moore's law /'m:,:z b:/ 33 

morale /m;J'ro:1/ 2 

moreover /m:,:r';JUV;J/ 66 

mortgage /'m:,:g1d3/ 47, 48 

mortgage bubble /'m:,:g1d3 ,bAb;Jl/ 48 

motivation /,mJut1've1f ;Jn/ 2, 10 
motivator factor /'m;Jut 1ve1t;J 

,frekt;J/ 3 

mourning /'m:,:nio/ 9 
multitasker lmAlti'ta:sb/ 60, 63 

mystery shopper /,m1st;Jri 'fop;:l/ 25 

NAFTA (North American Free Trade 
Area) /'nreft;:l/ 57 

nationalization of assets 
/nref;Jn;Jla1,ze1J;m ;JV 'resets/ 21 

native speaker /'ne1t iv 'spi:b/ 63 
natural disaster /,nretJ;Jr;JI 

d1'zo:st;J/ 58 

navigate /'nrev1ge1t/ 33 
negligence /'neghd3;:ms/ 22 

nervous breakdown /,n3:v;:is 
'bre1kdaun/ 6 

net cash position /net 'kreJ 
p;J,Zif ;Jn/ 43 

net cashflow from financing activities 
/,net 'kreffl;:iu from 'famrens1IJ 
rek't1v;Jtiz/ 43 

net cashflow from investment 
activities /,net kref'fl;:lu from 
m'vestm;Jnt rek,t1v;Jtiz/ 43 

net cashflow from operations /,net 
kref'fl;Ju from op;Jr'e1J;,nz/ 43 

net income /net 111)kt.m/ 44
netbook /'netbuk/ 33 
network /'netw3:k/ 35 
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networking /'netw3:k1IJ/ 62 

nevertheless /,nev;JO;J'les/ 66 

new product development /nju: 
'prodAkt d1,vel;Jpm;Jnt/ 20 

newly industrialized country (NIC) 
/,nju:li m,dAstri;Jla1zd 'kAntri/ 55 

NGO (non-government organization) 
/,end3i: 1;Ju/ 58 

NIC (newly industrialized country) 
/,enat'si:/ 55 

niche /ni:J/ 18 

NINJA mortgage /,nmd3;:l 
'm:,:91d3/ 48 

No two days are the same. /n;JU tu: 
de1z a: 0;:l se1m/ 1 

non-authoritarian 
I, nnn:,:8on 'te;:lriJn/ 10 

non-core /,non'k:,:/ 32 

non-core business /nonk:,: 'b1zn1s/ 19 

non-dictatorial /,nond1kt;:l't:,:ri;:ll/ 10 

non-exec /nonig'zek/ 53 

non-executive director 
/nonig,zekj;:ltlv d1'rektJ/ 53 

non-government organization (NGO) I 
non,gAv;:lnm;:lnt :,:g;:lna1'ze1J;:ln/ 58 

non-native /non'ne1t1v/ 60 

non-polluting energy source 
/nonp;:l

1
lu:t1IJ 'en;:id3i s:,:s/ 59 

norming /'n:,:m10/ 9 
North /n:):8/ 55 
North American Free Trade Area 

{NAFTA) /,n:,:8 ;:l 1menbn fri: tre1d 
'e;:)fj;:)/ 57 

nuclear energy /,nju:kliJr 'en;:ld3i/ 59 

objective fab'd3ekt 1v/ 16 

observational approach 
/obz;,'ve1JJn;:ll ;:l,pr;:lutJ/ 25 

obsolete /'obs;Jli:t/ 12, 41 

occupation /,okj;:l 1pe1f;:ln/ 26 

ODA (official development assistance) 
/

1
;,udi:'e1/ 58 

odds /odz/ 22 
off the point /of 0;:l 'p:,mt/ 61 

offer /'ofo/ 23 
offering /'ofonl)/ 23 

office politics /,of1s 'pobt1ks/ 6 
official development assistance (ODA) 

/;:)
1
f1J;,I d1'vel;)pm;Jnt ;:l

1
s1st;:lns/ 58 

offset I, of' set/ 52 
offshore /,of'J:,:/ 32 

offshore outsourcing /of,J:,:r 
'auts:,:s1IJ/ 32 

offshoring /,of'J:,:nl)/ 4, 32 

omit the dividend /;:l'm1t 0;:l 
'd1v1dend/ 40 

one-to-one marketing lw Ant;:), w An 
'ma:k1t1IJ/ 27 



online community /on,lam 
b'mju:n;:iti/ 34 

online focus group /on,lam 'faubs 
gru:p/ 25 

online music store /on,lam 'mju:z1k 
st:,: I 38 

open up a market /,;:iup;m AP ;:i 
'mo:k1t/ 57 

open-door policy /;mp;:in,d:,: 
'pol;:isi/ 61 

opening /';:iupn113/ 63 

operate at full capacity /,op;:ircrt ;:it fut 
b'pres;:iti/ 30, 44 

operate below capacity /'op;:ire1t 
b1,l;:iu b'presJti/ 30 

operating performance /'op;:irert11J 
p;:i,b:m;:ins/ 44 

operating profit /'op;:ire1t11) ,profit/ 40 

operational /,op:::ir'e1f;:in;:il/ 25 

opinion /;:i'pmj;:in/ 26 

opportunities /,op;:i'tju:nJtiz/ 18 

originality /;:i,nd3;:in'rel;;)ti/ 1 
out of work /aut ;:iv 'w3:k/ 47 

outflows /'autfl;:iuz/ 56 

outlet /'aut let/ 23 

outsource /'auts:,:s/ 4, 30, 32 

outsourcing /'auts:,:s10/ 32 

overdraft /';wv;:idra:ft/ 42 

overfarming /,;:iuvJ'fo:m10/ 51 

overfishing /,;:iuv:::i'f1f11J/ 51 

overheating /,:::iuv;;i'hi:t10/ 47 

overlap /';wv;:ilrep/ 6 

over-leveraged /,;:iuv;:i'li:v:::ind3d/ 44 

overload /';:iuvJl;:iud/ 36 

overproduction /,;:iuv;:ipr;:i'dAkf Jn/ 57 
oversight /';:iuv;:isa1t/ 46 

overstate /,Juv:::i'ste1t/ 46 

overvalued /,;:iuv;:i'vrelju:d/ 39 

overworked /,;:iuvJ'w3:kt/ 6 

owners' equity /,:::iunn 'ek wit ii 42 

P&L (profit and loss) account /,pi:Jn'el 
;:i,kaunt/ 39, 40 

P2P (peer-to-peer) site /,pi:tJ'pi: 
'salt/ 38 

page views /pe1d3 vju:z/ 34 

panel of experts /,prenJI ;:w 
'eksp3:ts/ 21 

paperwork /'pe1pJw3:k/ 1 

parental leave /p;:i,rent:::il 'li:v/ 5 
participative /po:'t1s1p;:it1v/ 2 
part-time worker /po:t ,ta1m 'w3:k;:i/ 5 

pass the dividend /po:s o;:i 
'd1v1dend/ 40 

password /'po:sw3:d/ 36 

paternity leave /p;:i't3:niti ,li:v/ 5 
payoff /'pemf/ 53 

pay out /pe1 aut/ 22 

payout /'peraut/ 53 

payroll /'pe1r;:iul/ 32 

PE ratio (price-earnings ratio) 
/pi:'i: ,re1fi;:iu/ 45 

peak /pi:k/ 47 

peer relationship /p1;:i n 'le1J;:inf1p/ 3 

peer-to-peer (P2P) site /p1:::it;:i'p1;:i 
sa1t/ 38 

people /'pi:p;)l/ 23 

people management /'pi:p;:il 
,mrenid3m;:int/ 14 

people satisfaction /'pi:p:::il 
sret1s,frekJ;)n/ 14 

perceived quality /p;:i,si:vd 
'kwoLJti/ 12 

performance /p;;i'b:m:::ins/ 12, 15 

performance assessment 
/p;;i'f:J:mJns :::i,sesm;mt/ 7, 8 

performance improvement 
interventions /p:::i'b:m;rns 
1m'pru:vm;:int ,mt;:i'ventf;mz/ 7 

performing /p;:i'b:m113/ 9 

perk /p3:k/ 1 

personal growth /'p3:s:::in:::il 'gr;)ue/ 3 

phishing /'f 1f11J/ 36 

physical assets /.f1nbl 'resets/ 41, 44 

physical evidence /,flz1bl 
'evrd;:ins/ 23 

pick up /p1k 'Ap/ 47 

pioneer /,pa1;:i'n1;:i/ 20 

piracy /'pairJsi/ 38 

pirate /'pa1r;:it/ 38 

place /ple1s/ 23 

planning /'phenio/ 14, 16, 60 

Plant /plo:nt/ 9 

platform /'plc£tb:m/ 34 

play politics /,ple1 'pol;:it1ks/ 6 

points (n) /p:,mts/ 27 

policy /'pol:::isi/ 3, 14 

policy & strategy /'pol;;isi ;:in 
'strretJd3i/ 14 

pollutant /p:::i'lu:t;:int/ 51 

pollute /pJ'lu:t/ 51 

pollution /p;:i'lu:fJn/ 49 

pompous /'pompJs/ 60 

portfolio theory /p:,:t 'fauli;;iu 
,e1:::iri/ 19 

position /pJ 121J;:in/ 26, 28 

position brands /pJ
1
z1J;:in 'brrendz/ 28 

position itself /pJ,z1J ;rn 1t 'self/ 28 

position products /p;:i,21.f ;m 
'prodAkts/ 28 

positioning map /p;:,'z1f JOI() mrep/ 28 

positive discrimination /,poz;:it 1v 
d1sknm1'ne1f;m/ 11 

positive feedback /,poz;:it 1v 
'fi:dbrek/ 3 

post /p:::iust/ 34 

potential entrant /p:::i,tcnJ:::il 
'cntr;:int/ 18 

poverty /' pov:::it i/ 59 

poverty reduction /'pov;;iti 
fl ,dAkfm/ 56, 58 

predict /pn 'd1kt/ 21 

prediction /pn'd1kJ:::in/ 21 

preliminary results /pri,limm:::iri 
n'ZAlts/ 39 

prelims /'pri:llmz/ 39 

present the findings /pn'zent ();, 
'famdtl)z/ 25 

pressure group /'preJ;:i ,gru:p/ 58 

pre-tax profit /,pri:treks 'profit/ 40 

price-earnings ratio (PE ratio) 
/pra1s 13:0IIJZ ,re1Ji;:iu/ 45 

pricing /'pra1s11J/ 23 

primary data /,pra1m;:iri 'de1tJ/ 25 

principal /'prms;:ip;:il/ 39 

print money /,print 'mAni/ 48 

prioritize /pra1'onta1z/ 63 

privacy /'pnv:::isi/ 26, 27, 36 

proactive /, pr;:iu'&kt 1v/ 60 

probity /'pr;:iub;;iti/ 49 

process /'pr:::iuses/ 14, 23 

procurement /pr:::i'kju;,m:::int/ 30 

producers /pr;,'dju:sn/ 57 

product /'prodAkt/ 23 

product positioning /,prodAkt 
p;:i'z1f;:irno/ 28 

production line /pr;:i'dAkJ;m lam/ 30 

professional development 
/pr;:i,feJ;m:::il d1'vel;:ipm;:int/ 4 

professional misconduct 
/pr;;i,fef;;in;:il m1s'kondAkt/ 49 

profile /'pr;:iufad/ 26, 34 

profit /'profit/ 39, 40, 44 

profit after tax /,profit o:ft;, 't&ks/ 40 

profit and loss (P&L) account /,prof 1t 
;;in 'Ins J,kaont/ 39, 40 

profit on ordinary activities before tax 
/,profit on ,:,:d:::in;;iri rek,t1v;:itiz 
b1,b: 'treks/ 40 

profitability /,prof1t:::i'b11Iti/ 16, 19, 44 

profits /'profits/ 44 

promotion /pr:::i'm;,uf ;:in/ 23 

property bubble /'prop;;iti ,bAbJI/ 48 

property market /'prop;:iti ,mo:k1t/ 47 

proportion /pr;,'p:,:J:::in/ 51 

proprietary /pr;,'pra1;,t;:iri/ 35 

prosperity /prns'pcr:::iti/ 47, 55 

prosumer /prJu'sju:m:::i/ 35 

protect /pr;:i'tekt/ 38 

protect brands /pr;:i'tekt bra::ndz/ 28 

protectionism /pr:::i'tekf ;:in1z;:,m/ 55, 57 

proximity /prok's1m;,ti/ 60, 62 

psychographics /,sa1b'gra::f1ks/ 26 

public relations disaster /,pAbilk 
n,le1J;:inz d1'zo:st;,/ 21 

public relations exercise /,pAbhk 
n'le1J;:inz ,eks;:isa1z/ 50 
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punctuality /,pAl)ktJu'rel.}ti/ 60 

purchasing/'p3:tJ;;>s11J/ 32 

put ideas into practice /put a1,d1n 
mt;;> 'prrekt1s/ 1 

qualifications /
1
kwohf1'ke1f .}n2/ 46 

quality management /,kwol;;>ti 
'mremd3m.}nt/ 13 

quality management system 
'mremd3m;;>nt ,s1st;;>m/ 13 

quality of life /,kwol.}ti .}V' la1f/ 6 
quarter /'kw:,:t.}/ 39 

questionnaire /,kwestf ;,'ne;;>/ 25 

quota /'kw;;>Ut;;>/ 57 

R&D (research and development) 
/,a:r.}n'di:/ 20 

race /re1s/ 11 

racial discrimination /'re1J.}I 
d1,sknm1'ne1J;;>n/ 11 

racism /'re1s12;;>m/ ,11 

racist /'re1S1st/ 11 
radioactivity /,re1di;;>urek't1v;;>ti/ 51 
radio-frequency identification 

(RFID) /,re1di;;>o,fri:kw;Jntsi 
a1dent1f1'ke1J;;>h/ 26 

ramp up /rremp 'Apl 30 

rankings /'rrel)kIIJzl 34 

rapport /rrep':,:/ 1 

ratings agency /'re1t11Jz ,e1d3;Jntsi/ 48 

raw materials /r'J: m;J't1;,ri.}lz/ 30, 31, 

41 

raw talent /r'J: 'trel.}nt/ 7 
reach a consensus /ri:tJ ;J 

k;,n'sens.}s/ 21 

reach a trough /,ri:tJ ;J 'trof/ 47 

reafforestation /,ri:;;>
1
fon'ste1J.}n/ 51 

real economy /n.}I 1'kon.}mi/ 48 

real estate /'n.}l 1,ste1t/ 47 

real estate bubble /'n;;>I 1,ste1t 
,bAb;,J/ 48 

rebalance /,ri:'brel.}nts/ 6 
recession /n'seJ;Jn/ 47 

recipient/n's1pi.}nt/ 58 

recognition /,rebg'mJ.}n/ 3 

recover /n'kAV.}/ 47 
recovery /n'kAv;Jri/ 47 
recruit the raw talent /n'kru:t 6;J ,r'J: 

'trel;Jnt/ 7 
recyclable /,ri:'sa1kl;,b;)I/ 51 

recycle f.ri:'sa1bl/ 51 

recycling/,ri:'sa1kh1J/ 31 

red tape /red 'te1p/ 1 

redeem against/n'di:m d,genst/ 27 

reduce risk /n'd3u:s nsk/ 22 

reduce uncertainty /n 'd3u:s 
An's3:\.}ntil 22 

redundancy payment /n'dAnd.}nsi 
,petm.}nt/ 5 

refurbished /
1
ri:'fa:b1Jt/ 31 

refurbishment/,ri:'fa:b1Jmdnt/ 31 

regulate /'regj.}le1t/ 46 

regulation /,regj.}'le1J.}n/ 37 

regulator /'regj.}leit.}/ 46, 48 
regulatory power /,regj;J(;Jt;Jri 

'pau;;>/ 46 
regulatory requirements 

/regj.},1.}t.}ri n'kwaI;)ffi;)nts/ 13 

regulatory risk /,regj.}'le1t.}ri nsk/ 22 

relationship-oriented /n ,le1f .}OJ 1p 
':,:rientid/ 60 

release /n 'li:s/ 38 

reliability /n,la1;,'bil.}ti/ 12 

relocate /,ri:l;;>'ke1t/ 63 

remanufacturing 
/,ri:mrenj.}'frektJ.}fll)I 31 

remuneration /n ,mju:n.}r'e1J.}n/ 53 

remuneration committee 
/nmju:n.}r'e1J;;>n k.}

1
m1ti/ 53 

remuneration consultant 
/nmju:n;;>r'e1f .}O k;m,sAlt.}nt/ 53 

remuneration package 
/nmju:n;)r'e1J.}n ,prek1d3/ 53 

renewable energy source 
/n,nju:;Jb.}I 'endd3i ,s'J:s/ 59 

renewable resources /n, nj u :;;">b;JI 
n'z:,:s1z/ 51, 59 

renewables /n 'nju:;,b;,lz/ 51, 59 

repackage /,ri:'prek1d3/ 48 

repair /n'pe.}/ 31 

repatriate /ri:'pretrie1t/ 56, 57 

repeat business/n'pi:t 'b1zms/ 24 

reporting period /n'p'J:t11J 
,pt;;>ri;Jd/ 40, 43 

represent/,repn'zent/ 29, 65 
reputation al risk /,repj;;>'te1Jdndl 

nsk/ 22 

rescue /'reskju:/ 48 
research and development (R&D) 

/n,s3:tJ .}fl d1've!;Jpm;Jnt/ 20 

research objectives /n
1
s3:tJ 

.}b'd3ekt1vz/ 25 

researcher /n's3:tJ;;>/ 25 

reserves /n 'z3:vz/ 42 
resource /n'z'J:s/ 62 
resource allocation /n'z:,:s 

rel.}
1ke1J;Jn/ 16 

Resource Investigator /n'z:,:s 
m,vest1ge1t.}/ 9 

resource management /n'z'J:s 
,mremd3m;Jnt/ 13 

resources /n'z'J:s1z/ 14, 16 

respond to changes /n,spond t;J 
'tJemd312/ 21 

responsibility /n,spons.}'b1l;Jti/ 2, 3 

results/n'ZAlts/ 14 

retail /n'te1l/ 30 

retail sales /,ri:te1l 1se1lz/ 47 
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retailing/ 1ri:te1ho/ 30 

retain /n'tem/ 40 

retained earnings/n,temd 
'3:muz/ 40, 42, 45 

retired /n 1ta1;)d/ 31 

return on assets (ROA) /n,t3:n on 
'resets I 44 

return on equity (ROE) /n
1
t3:n on 

'ekw1ti/ 44 
return on investment (ROI) 

- /n,t3:n on m'vestm;Jnt/ 45
reuse (n) /ri:'ju:s/ 31
reverse engineering /n, v3:s 

end31'm;Jnl)/ 15 

reverse flow /n, v3:s 'fl;)u/ 31 

reverse logistics /n, v3:s 
l;;>'d31st1ks/ 31 

reverse mentoring In, v3:s 
'ment'J:nl)/ 8 

review /n'vju:/ 37 

reward (n) /n'w:,:d/ 7, 37 

reward (v) /n'w:,:d/ 53 

rewarding/,n'w:,:d1u/ 1 

rewards-based /n'w:,:dz be1st/ 37 

reworking/,ri:'w3:k11J/ 12 
RFID (radio-frequency identification) I

a:r,efa1'di:/ 26 

right first time /ra1t fa:st 1ta1m/ 12 

rights /ra1ts/ 29 

rigid labour market/,nd31d 'le1b;) 
,mo:k1t/ 5 

rising sea levels/,ra121JJ 'si: 
,lev;)lz/ 52 

risk analysis/risk ;J 1nrel;Js1s/ 22 

risk appetite /nsk 'rep.}ta1t/ 22 

risk-averse/' nsk.}, v3:s/ 22 

risk avoidance /risk .} 1V'Jid;Jns/ 22 

risk exposure /nsk 1k'sp;)U3.}r/ 22 

risk factor /nsk 'f rekt;Jr/ 22 

risk management /nsk 
'mremd3m;Jnt/ 21 

risks of overheating /nsks .}V 

1;)UV.} 1hi:t11]/ 47 

risk strategy /nsk 'stnet;Jd3i/ 22 

risk taker /nsk 'te1br/ 22 
ROA (return on assets) /,a:r;Ju'e1/ 44 

ROE (return on equity) /,a:r;Ju'i:/ 44 
ROI (return on investment) 

/,a:r.}u'a1/ 45 
role /r;Jul/ 11 

role ambiguity /,r;Jul rembr'gju:;;>ti/ 6 
royalties / 1r:,1;Jltiz/ 38 

run risks/rAn nskz/ 22 

rural economy /,ru.}r;JI 1'kon;Jmi/ 55 

salary /'srel.}ri/ 3 

sales /serlz/ 40 

sales area /'seliz ,e;)ri;J/ 29 

sales process /'se1lz ,pr.}uses/ 23 



sales support /'sedz sd
1
p::,:t/ 23 

salvage /'srelv1d3/ 31 
sample /'sa:mpdV 25 
satellite navigation /'sretdla1t 

nrev1,ge1Jdn/ 33 
satisfaction /,sretis'frekJdn/ 2 
satisfy customer needs /1sret1sfa1 

'kAStdffid 1ni:dz/ 12 
SatNav /'sretnrev/ 33 
scam /skrem/ 36 

scan /skren/ 26 
scenario planning /s1'no:ridu 

,plremu/ 21 
search engine /'s3:tJ ,end31n/ 34 

seat on the board /si:t on 5d b::,:d/ 53 
SEC (Securities and Exchange 

Commission) /,esi:'si:/ 46 

secondary data /,sekdnddri 'de1td/ 25 
securities /s1'kjudrntiz/ 25, 41, 48 
Securities and Exchange Commission 

(SEC) /s1,kjudrntiz dnd 1ks 1tJemd3 
kd

1m1Jdn/ 46 
security /s1'kjudrnti/ 3 
security details /s11kjudrdti 

,di:tedz/ 36 

seed money /'si:d ,mAni/ 58

segment /'segmdnt/ 26 
segmentation /1segmdnte1Jdn/ 26 
segment-of-one marketing /,segmdnt 

dV 'wAn ,ma:k1t1g/ 27 
self-awareness /,selfa'wedrnds/ 10 
self-confident /

1
self'konf1ddnt/ 10 

self-employed contractor 
/,self1m'pb1d kdn'trrektd/ 37 

self-regulation /
1
selfregjd'le1Jdn/ 10 

self-starter /,self'sta:td/ 63 

sell on /sel 'on/ 48 
sense of achievement /sens JV 

d'tJi:vmdnt/ 1

sensitivity /,sens1't1vdti/ 10 
separation of roles /1sepdr 1e1J dn 

dv rdulz/ 53 
service (v) /'s3:v1s/ 12 

serviceability /
1
s3:v1sd1b1fati/ 12 

set up on your own /set AP on j::,:r 
dun/ 4 

setting /'set1g/ 60 

severe recession /s1'v1d n'seJdn/ 47 

sex discrimination /,seks 
d1sknm11ne1J dn/ 11 

sexism /'seks1zdm/ 11 

sexist attitude /,seks1st 'retitju:d/ 11 
shakeout and consolidation /,Je1kaut 

dn kdnsoh'de1Jdn/ 20 
Shaper /'Je1pd/ 9 
share /Jed/ 39 

share option /'Jedr ,opJdn/ 53 
share price /'Jed ,pra1s/ 39 

shareholder /'Jed,hduldd/ 39 

shareholder value /'f ed,hduldd 
'vrelju:/ 45 

shareholders' equity /,Jed,hdulddz 
1ekw1ti/ 42, 44 

shareholders' funds /,Jedhduldn 
'fAndz/ 42 

shares outstanding /'Jedz 
aut

1
strend1g/ 45 

sharing economy /JedrIIJ i'kondmi/ 37 

sharpen /'Ja:pdn/ 17 
shipping costs /'J1p11J kosts/ 55 
short-term profit /J::,:t,t3:m 'profit/ 59 

shrink /JrnJk/ 47 

sick pay /'s1k pe1/ 5 
signs of overheating /,samz dv 

1
dUVd'hi:tig/ 47 

silence /'saddns/ 60 

silicon chip /'s1hkdn tJ1p/ 30 
sincere /sm's1d/ 60 
situation of use /,s1tju'e1Jdn dV 

ju:s/ 26 
Six Sigma quality /s1ks ,s1gm.) 

'kwoldti/ 15 
skip the dividend /skip 5d 

'd1v1dend/ 40 
skunk works /'skAgk ,w3:ks/ 20 
slowdown /'sfaudaun/ 47 

slump /slAmp/ 47

smallholders /'sm::,:lhduldn/ 57 
smartphone app /'sma:tfaun rep/ 37

snoop into /snu:p 'mtu:/ 36 

social and economic environment 

/,sduJdl dnd ,i:kd'nom1k 
m'vatrdnmdnt/ 21 

social audit /,sduJdl '::,:d1t/ 50 
social changes /,sduJdl 'tJemd31z/ 11 
social charges /,sooJdl 'tJa:d31z/ 5 
social class /,sduJdl 'klo:s/ 26 
social issues /,sduJdl 11Ju:z/ 50 

social justice /,sduJdl 'd3Ast1s/ 50 
social networking /,sduJdl 

'netw3:k11J/ 34 

social performance /,sduJdl 
pd'f ::,:mdns/ 50 

social programme /,sduJdl 
'prdugrrem/ 50 

social reporting /,sduJdl n'p::,:t11J/ 50 

social responsibility /,sduJdl 
nsponsd'bddti/ 21, 50 

social skills /,sduJdl 'skdz/ 10 

social value /,sduJ di 'vrelju:/ 59 
social welfare /,sduJ .)} 'welfed/ 50 
socialization /,sduJdla1'ze1J dn/ 35 
socialize /'sduJ dlaizl 34 

socially responsible /,sduJ dli 
n'sponsdbdV 50 

socially responsible investment (SRI) 
l,sduf dli n,sponsdbdl 
m'vestmdnt/ 54 

soft landing /soft 'lrend11J/ 47 

soft skills /soft 'skilz/ 10 
solar power /'sduld paud/ 51, 59 
someone breathe down your neck 

/'SAIDWAO bri:5 daun j::,: nek/ 1 
South /sau6/ 55 
spare capacity /sped kd'presdti/ 44 
specialized forum /'speJdla1zd 

'fo:rnm/ 34 

specification /,spes1f1'ke1Jdn/ 27 

speculative bubble /,spekjdldt1v 
'bAbdV 48 

spot the raw talent /spot 5d r::,: 
'treldnt/ 7 

spyware /'spa1wed/ 36 

SRI (socially responsible investment) 

/
1
esa:r'a1/ 54 

staffing /'sto:f IIJ/ 7 
stagflation /streg'fle1Jdn/ 48 
stake /ste1k/ 37

stakeholder /'ste1k,hduldd/ 14, 49, 50 
stakeholder theory /1ste1k,hduldd 

,e1dri/ 50 
standard /'strenddd/ 46 

standards institute /'strendddz 
,mst1tju:t/ 13 

start-up /'sto:tAp/ 37

statistical technique /st.)
1
tlstlk.)l 

tek'ni:k/ 25 
statutory requirements /,stretjdtdri 

n'kwa1dmdnts/ 13 
stereotype /'sterfata1p/ 10 
stereotypical /,sterfa't1p1kdV 11 
stewardship /'stju:ddJ1p/ 53 
stickiness /'st1kmds/ 34 

sticky /'st1ki/ 34

stiff competition /,st1f 
kompd't1J.)n/ 17 

stifle competition /'sta1fal 
,kompd1t1Jdn/ 17 

stimulating /'st1mjdle1t1g/ 1 
stimulation /

1
st1mjd'le1J .)n/ 10 

stimulation of growth 

/stimjd
1
le1J dn dv 'grdu0/ 56 

stimulus package /'st1mjdlds 
,prek1d3/ 48 

stock market /'stok ,mo:k1t/ 39, 47 

stock option /'stok ,opJdn/ 53 
stocks /stoks/ 31, 41 
storage /'st::,mdJ/ 30, 31 
storm /st::,:m/ 52 

storming /'st::,:m1u/ 9 
strategic acquisition /strn,ti:d31k 

rekw1'z1J;,n/ 16, 19 
strategic decision /strn,ti:d31k 

d1 1s13dn/ 16, 45 
strategic goal lstrd

1ti:d31k 'gduV 16 
strategic marketing plan 

/str;l
1ti:d31k 'ma:k1tIIJ plren/ 25 
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strategic move /strg
1
ti:d31k 'mu:v/ 16 

strategic outsourcing /strg
1
ti:d31k 

'auts::,:s11J/ 32 
strategic partnership /strg

1
ti:d31k 

'po:tngJ1p/ 16 

strategic success /strg
1
ti:d31k 

sgk'ses/ 16 

strategic vision /strg
1
ti:d31k 

'v13gn/ 16 

strategy /'strretgd3i/ 14, 16, 54 

stream /stri:rn/ 33 
strengths /strel)Os/ 18 

stress counsellor /stres 'kaunsgJg/ 6 

stress factor /st res 'frektg/ 6 

stress industry /stres 'mdgstri/ 6 
stress management /st res 

'mremd3mgnt/ 6 
stress symptom /stres 's1mtgrn/ 6 
stressed /strest/ 6 
stressed out /,strest 'aut/ 6 

stressful /'stresful/ 1, 6 
stress-related illness /stresn,le1t1d 

'lings/ 6 
stringent /'strmd3gnt/ 51 

striver /'s traivg/ 26 

structure /'strAktJg/ 20 

structured group /'strAktJgd 
gru:p/ 21 

struggler /'strAglg/ 26 

stuck in the middle /stAk m og 
'm1dgl/ 18 

subcontract (v) /,sAbbn'trrekt/ 32 

subcontractor /,sAbkgn'trrektg/ 32 

subordinate /sg'b::,:dgngt/ 2 

sub-prime mortgage lsAb,pra1m 
'm::,:g1d3/ 48 

subsidiary /sgb's1digri/ 19 

substitute / 1sAbst1tju:t/ 18 

succession planning /sgk'seJgn 
,plren11J/ 7 

suit /su:t/ 8 

super-talents /'su:pg,trel;mts/ 8 

supervise /'su:pgva1z/ 46 

supervision /,su:pg'v13gn/ 2, 3 

supervisory board /su:pg'va1zgri 
,b:,:d/ 53 

supplier /sg'pla1g/ 18, 30 

supplier-customer relationship 
/sg,plarg ,b.stgmg n'le1Jgnf1p/ 13 

supply chain /sg'pla1 ,tf e1n/ 30 
supply chain management /sg

1
pla1 

tf em 'mremd3mgnt/ 30, 31 

support /sg'p::,:t/ 61 

surf the internet /'s3:f og ,mtgnet/ 33 

surveillance /s3:'veilgns/ 36 

survey research /'s3:ve1 n,s3:tf/ 25 

sustainabi\"ity /sg,stemg'b1lg tiJ 51, 

54,59 

sustainable /sg'stemgbgl/ 51 

sustainable agriculture /sg'stemgbgl 
'regnkAltf;:>r/ 59 

sustainable development 
/sg,stemgbgl d1'velgpmgnt/ 31 

Sustainable Development Goals 
/sg,stem;:>bgl d1'velgpmgnt 
ggulz/ 56 

sustainable economic growth 
/sg'stemgbgl i:kg'nom1k grguO/ 59 

sustainable energy /sg'stemgbgl 
'engd3i/ 59 

sustainable farming/sg'stemgbgl 
'fo:m11J/ 59 

sustainable fisheries/sg'stemgbgl 
'f1Jgriz/ 59 

sustainable forestry /sg'stemgbgl 
'fonstri/ 59 

sustainable level /sg,stemgbgl 
'levgl/ 47 

sustainable livelihoods /sg'stemgbgl 
'la1vlihudz/ 59 

sustainable seafood /sg'stemgbgl 
'si:fu:d/ 59 

sustainable transport /sg'stemgbgl 
't rrensp:,:t/ 59 

sustainable tourism /sg'stemgbgl 
'tugnzgm/ 59 

sweat assets /,swet 'resets/ 44 

sweatshop labour /,swetfop 'le1bg/ 50 

SWOT /swot/ 18 

SWOT analysis /swot g'nrelgs1s/ 18 

tablet /'treblgt/ 33 

tacit /'tres1t/ 35 

tactful /'trektfal/ 10 

tactical /'trekt1bl/ 25 

tactless /'trekt lgs/ 60 

tag/treg/ 26 

take out insurance /te1k aut 
m'f ::,:rgns/ 22 

take risks /te1k nsks/ 22 

takeover /'te1k,guvg/ 19 

talent /'trelgnt/ 7 

talent manager /'trelgnt ,mremd3g/ 8 

talent pool /'trelgn t ,pl':1/ 7, 8 

talented /'trelgnt1d/ 7 

tangible assets /,trend3gbgl 'resets/ 41 
tap into / ta!p 'mtu:/ 35 

target /'to:g1t/ 27 
target group /'to:g1t gru:p/ 26 

tariff /'trenf/ 55, 57 
task-oriented /,to:sk'::,:rient!d/ 60 
tax payable /treks 'pe1gbgl/ 42 

TBL (triple bottom line) /,ti:bi:'el/ 59 

team / ti:m/ 9 

team building /'ti:m ,bildIIJ/ 9 

team dynamics /'ti:m da1,nrem1ks/ 9 

team effectiveness /'ti:m 
1 ,f ekt1vngs/ 9 
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team effort /'ti:m ,efat/ 9 

team leader /'ti:m ,li:dg/ 9 
team learning/'ti:m ,13:ml)/ 9 

team management /'ti:m 
,mremd3mgnt/ 63 

team performance /'ti:m 
pg,f::,:mgns/ 9 

team player /'ti:m ,ple1g/ 9 

Team Worker /'ti:m ,w3:b/ 9 

teamwork /'ti:mw3:k/ 1, 9 

technical durability/, tekmkgl 
'djugrg'b1Jgti/ 12 

technical specifications /, tekmbl 
spes1f1'ke1f gnz/ 13 

technical support /,tekmbl 
sg'p::i:t/ 32 

technology /tek'nolgd3i/ 20 

telecommunications costs 
/,tehb,mju:m'ke1J;:>nz kosts/ 55 

temp agency /temp 'e1d3gnsi/ 5 

temporary contract /,tempgri 
'kontrrekt/ 5 

temporary worker /,tempgri 'w3:b/ 5 
test a hypothesis/, test g 

ha1'poOgs1s/ 25 

the SECI model /og ,esi:si:'a1 
modgl/ 35 

the work itself /og 'w3:k itself/ 3 

theory X /,Orgri 'eks/ 2 

theory Y /,01gri 'wa1/ 2 

Third World /03:d 'w3:Jd/ 55 

threats/Ore ts/ 18 

3G /,Ori'd3i:/ 33 

360-degree analysis
/Ori:

1
hAndrgdgn,s1xtid1,gri: 

g'nrelgs1s/ 7 

tidal power /'ta1dgl paug/ 51, 59 

tied aid / ta1d 'e1d/ 58 

time off /ta1m 'of I 1 

time-waster /ta1m'we1stg/ 60 
tone down /tgun 'daun/ 61 

top management /top 
'mremd3mgnt/ 13 

top performers /top p;:>'b:mgz/ 8 

Total Quality Management (TQM) 
/,tgutgl ,kwolgti 'mremd3mgnt/ 12 

toxic assets/, toks1k 'rese ts/ 48 
toxic emissions/,toks1k 1'm1Jgnz/ 51 

TQM (Total Quality Management) 
/,ti:kju:'ern/ 12 

track / trrek/ 26 

trade /tre1d/ 39, 52 

trade balance/'tre1d ,brelgns/ 47 

trade barriers /'tre1d ,brerin/ 57 

trade disputes/'tre1d d1,spju:ts/ 57 

trade gap /'tre1d ,grep/ 4 7 

trade liberalization /'tre1d 
hbgrgla1,ze1fgn/ 55 

trade surplus /' tre1d ,s3:plgs/ 4 7 



trade union /'tre1d ,ju:nj;:m/ 5, 50 
traffic /'trref 1k/ 26, 34 
training and development /,tremiIJ ;;,n 

d1'vel;;,pm;;,nt/ 7

training effectiveness/, trem1IJ 
1'fekt1vn;;,s/ 13 

trait /tre1t/ 10 
transaction cost analysis 

/trren,zrekJ ;m kost ;;,'nrel;;,s1s/ 32 
transparency /trren'sprer;:,nsi/ 46, 49, 

53,54 
transparent /trren'sprer;:,nt/ 49 
transport /'tro:nsp:,:t/ 30 
trendsetter /'trend.set;:,/ 20 
triple bottom line (TBL) /,tnp;;,l ,bot;:,m 

'lam/ 59 
Trojan horse /,tr;:,ud3;;,n 'h:,:s/ 36 
trough /troff 47 
true and fair view /tru: ;;,n f e;;, 

'vju:/ 46 
turnover /'t3:n,;:,uv;:,/ 40 
tum-taking /'t3:n,te1k1IJ/ 60 
Two Sigma quality /tu: ,s1gm;:, 

'kwol;:,ti/ 15 

Uberisation /u:b;:,ra1ze1J;:,n/ 37 
ultimate bottom line l,Alt1m;;,t ,bot;:,m 

'lam/ 60 
uncommunicative 

/,Anb'mju:mbt1v/ 60 
under (a lot of) pressure l,,rndd (;:, lot 

;:,v ) 'pref;)/ 6 
under (a lot of) stress /,And;:, (;:, lot ;:,v ) 

'stres/ 6 
under licence /,And;:, 'la1s;;,ns/ 29 
understate l,And;:,'ste1t/ 46 
undervalued /,,rnd;:,'vrelju:d/ 39 
undisciplined IAn'd1srplmd/ 60 
unemployed /,Amm'pb1d/ 47 
unemployment /,Amm'pb1m;:,nt/ 5 
unemployment benefits 

IAmm'pb1m;:,nt ,bemfits/ S 
unethically /,An'e01kli/ 49 
unfair trade practices I An,fe;:, 'tre1d 

,prrektISiz/ 57 
unfinished goods IAn'fm1Jt gudz/ 41 
unique users /ju:'ni:k 'ju:z;:,z/ 34 
United Nations Climate Change 

Convention /ju:,nart1d ,ne1J;:,nz 
'klarm;:,t tfemd3 bn,venJ;:,n/ 52 

unMturnt IAn'nretJ;:,r;:,1/ 60 
unsustainable /,Ans;:,'stem;:,b;;,l/ 56 
unwieldy conglomerate I An, wi:ldi 

bn'glom;:,r;:,t/ 19 
upgrade/Ap'gre1d/ 31 
upload IAp'l;:,ud/ 34 
use your initiative /ju:z j:,:r 

1'mf ;}t1v/ 2 

user-friendliness 
/,ju:z;)'frendlm;}s/ 34 

vacation time /ve1'ke1J ;}fl ta1m/ 1 
vagueness /'ve1gn;}s/ 61 
valuable outcome /,vrelju;:,b;:il 

'autkAm/ 31 
value for money/, vrelju: fa 'mAni/ 12 
valued /'vrelju:d/ 2 
values /'vrelju:z/ 26 
vertical integration /,v3:t1bl 

mt1'gre1J;:,n/ 19, 30 
vet /vet/ 34 
viable /'va1;:ib;}I/ 58 
video-conferencing 

/,v1di;:,u'konfar;:,nsuJ/ 33 
video-on-demand (VOD) /,v1di;}u on 

d1'ma:nd/ 33 
video-sharing site /,v1di;:iuJ e;)rIIJ 

'sa1t/ 34 
virtual organization /'v3:tfu;}J 

:,:g;}na1,ze1f ;)0/ 8 
virtual shopping cart /,v3:tfu;:,J 'Jop1IJ 

ka:t/ 26 
virus /'va1;)r;}s/ 36 
visible /'v1z;:,b;}l/ 62 
vision /'v13;}n/ 16 
visit /'vmt/ 34 
visitor /'vmt;:,/ 26 
vlog /vlog/ 34 
vlogger /vlog;}/ 34 
VOD (video-on-demand)/, vi:;:,u'di:/ 33 
volume industry /'volju:m 

,Jnd;)Stri/ 18 

warehouse /'we;}haus/ 30 
warehousing /'we;:,hauz11)/ 30 
waste electrical and electronic 

equipment (WEEE) /,we1st 
1,lektnbl ;)fi 1lek,tromk 
1'kw1pm;}nt/ 31 

weaknesses /'wi:kn;:isrz/ 18 
wealth /wel0/ 58 
wear out /we;)r 'aut/ 41 
webcam /'webkrem/ 33 
website /'websa1t/ 26 
website management company 

/'websart ,mremd3m;:,nt 
,kAmp;)ni/ 34 

WEEE (waste electrical and electronic 
equipment) /wi:/ 31 

well-being/'wel,bi:1IJ/ 2 
well-trained /wel'tremd/ 23 
West /west/ SS 
Wi·Fi /'wa1fa1/ 33 
wiki /'w1ki/ 34 
win new buslness/,wm nju: 

'b1zms/ 49 
wind power/' wmd pau;}/ 51, 59 

wireless LAN (local area network) I 
wa1;:,);}S 'lren/ 33 

wireless local area network (LAN) I 
wa1;:,);}S ,I;}ubl e;:,ri;} 'netw3:k/ 33 

withdraw from a market /w10,dr:,: 
frnm d 'ma:k1t/ 16 

withdraw investment /w1o'dr:,: 
m'vestm;}nt/ 56 

word-of-mouth /,w3:d;}v'mau0/ 24 
work from home /w3:k fr;}m h;:,um/ 
work on your own /w3:k on j:,:r 

;)00/ l 
work under someone /,w3:k 'And;} 

1SJ\ffiWAOf 2 
workaholic /,w3:b'hohk/ 6 
worker representation/, w3:b 

repnzen'te1J;:,n/ 50 
working conditions /'w3:k1IJ 

,bn'd1J;:,nz/ 3, 50 
work-in-progress 

/w3:km'pr;}ugres/ 31 
work-life balance /w3:kla1f 

'brel;:,ns/ 6 
works /w3:ks/ 30 
World Bank /w3:ld 'breIJk/ 56 
World Trad e Organization (WTO) 

/'w3:ld tre1d ,:,:g;}na1'ze1J;)n/ 57 
worst-case scenario/, w3:st ke1s 

s1'na:ri;}u/ 22 
write down /ra1t 'daun/ 41 
write off /ra1t 'of/ 41 
WTO (World Trade Organization) 

/,dAb;:,lju:ti: ';:,u/ 57 

yield /ji:ld/ 45 

zero defects /,ZI;}r;:,u 'di:fekts/ 12, 15 
zero hunger /'21;;,r;}u 'hAIJQ;)r/ 59 
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