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ПЕРЕДМОВА
Основна задача вищої освіти полягає у формуванні творчої особистості спеціаліста, здібного до саморозвитку, самоосвіти, інноваційної діяльності. Вирішення цієї задачі навряд чи можливо тільки шляхом передачі знань у готовому вигляді від викладача до студента. Необхідно перевести студента від пасивного споживача знань до активного їх творця, який вміє формулювати проблему, аналізувати шляхи її вирішення, знаходити оптимальний результат та доводити його правильність. Реформа вищої освіти, яка відбувається зараз, пов’язана за своєю суттю з переходом від парадигми навчання до парадигми освіти. У цьому плані слід визнати, що самостійна робота студентів є не просто важливою формою освітнього процесу, а повинна стати її основним чинником.

Це передбачає орієнтацію на активні методи оволодіння знаннями, розвиток творчих здібностей студентів, перехід від поточного до індивідуалізованого навчання з урахуванням потреб та можливостей особистості. Мова йде не просто про збільшення кількості годин на самостійну роботу. Підсилення ролі самостійної роботи студентів означає принципіальний погляд на організацію учбово-виховного процесу, який повинен будуватися так, щоб розвивати вміння вчитися, формувати у студента здібності до саморозвитку, творчому застосуванню отриманих знань, способам адаптації, до професійної діяльності у сучасному світі.

Дослідники, які займаються проблемою, яка нас цікавить, стосовно вищої школи (С. І. Архангельський, М. Г. Гарунов, У. Я. Голант, Б. Г. Іоганзен, С. І. Зінов’єв,                А. Г. Молібог, Р. А. Німазов, Н. Д. Нікандров, П. І. Підкасистий та інші), вкладають у термін «самостійна робота» різний зміст. Так, поняття «самостійна робота» трактується як самостійний пошук необхідної інформації, набуття знань, використання цих знань для рішення учбових, наукових та професіональних задач (С. І. Архангельський); як діяльність, яка складається з багатьох елементів: творчого сприйняття та осмислення учбового матеріалу  у ході лекції, підготовки до занять, екзаменам, залікам, виконання курсових та дипломних робіт (А. Г. Молібог); як різні види індивідуальної, групової та пізнавальної діяльності студентів на заняттях або у поза аудиторний час без безпосереднього керівництва, але під спостереженням викладача (Р. А. Нізамов). Організація самостійної роботи у вищій школі розглядається як система мір по вихованню активності та самостійності як рис особистості (Б. Г. Іоганзен). Самостійна робота розуміється також деякими авторами як система організації педагогічних умов, які забезпечують управління учбовою діяльністю, яка відбувається під час відсутності викладача (В. Граф, І. І. Іл’ясов, В. Я. Ляудіс). Іноді самостійна робота ототожнюється з самоосвітою (С. І. Зінов’єв).

Як видно з наведених вище визначень, самостійна робота розглядається, з одного боку, як вид діяльності, який стимулює активність, самостійність, пізнавальний інтерес, та як основа самоосвіти, поштовх до подальшого підвищення кваліфікації, а з другої – як система заходів або педагогічних умов, які забезпечують керівництво самостійною діяльністю студентів. 

Модернізація учбового процесу спрямована на скорочення аудиторних годин та зміщення акценту на самостійну підготовку студента. Досвід викладачів свідчить, що вивчення будь-якої програмної теми може бути продовжено у самостійній роботі. Самостійні заняття демонструють студентам результати оволодіння мовою і сприяють подальшому вдосконаленню вмінь та навичок.


Однак результативність діяльності визначається правильною та систематичною організацією самостійної роботи. Викладачу потрібно вибрати ті з них, які найбільш повно допомагають у рішенні практичних загальноосвітніх та виховних задач і разом з тим економічні за часом, не громіздкі, сприяють створенню вмотивованих ситуацій мовного зразка, відповідають інтересам студентів, вдало поєднуються з усією системою учбово-виховного процесу.


Актуальність самостійної роботи у тому, що вона цілеспрямовано формує комунікативні вміння та навички, проявляє турботу про розширення кругозору студентів, виховує естетичне відношення до літератури країни, мова якої вивчається, та до самої мови.


Позааудиторна робота студентів - це запланована учбова, учбово-дослідна, науково-дослідна робота студентів, яка виконується у поза аудиторний час за завданням або під методичним керівництвом викладача, але без його безпосередньої участі.  


Об’єм самостійної роботи студентів визначається державним освітнім стандартом. Самостійна робота студентів є обов’язковою для кожного студента і визначається учбовим планом.


Під час визначення змісту самостійної роботи студентів слід враховувати рівень самостійності абітурієнтів та вимоги до рівня самостійності випускників для того, щоб за період навчання був досягнутий необхідний рівень.


Для організації самостійної роботи необхідні наступні умови:

· готовність студентів до самостійної праці;

· мотив до отримання знань;

· наявність та доступність всього необхідного учбово-методичного та довідкового матеріалу;

· система регулярного контролю якості виконаної самостійної роботи;

· консультаційна допомога.

Контроль за самостійною роботою та оцінювання її результатів організується як єдність двох форм:

· самоконтроль та самооцінка студента;

· контроль та оцінка з боку викладача.

У посібнику «Завдання для самостійної роботи з англійської мови за професійним спрямуванням» пропонуються завдання для самостійного опрацювання студентам економічних спеціальностей та викладачам спеціальностей, пов’язаних з менеджментом, маркетингом, економікою тощо.


Під самостійним опрацюванням ми розуміємо таку форму організації навчально-пізнавальної діяльності студентів, яку спрямовує і контролює викладач або сам студент відповідно до програми навчання на аудиторних заняттях та у поза аудиторний час з метою оволодіння знаннями, навичками й уміннями ділової англійської мови. Це, передусім, сприяє саморозвитку особистості, надає можливість диференційного підходу у навчанні та творчого підходу до організації самоосвіти студентів. З метою покращення рівня володіння англійською мовою за професійним спрямуванням ми вирішили впровадити у навчальний процес для самостійного опрацювання та поглиблення знань студентів наступні теми: «Роль, значення та функції менеджменту», «Менеджмент та лідерство», «Кадрова політика та бізнес менеджмент», «Природа міжнародного менеджменту».
Самостійна робота на заняттях з ділової іноземної мови розвиває у студентів такі важливі вміння, як пошук інформації, її аналіз та виділення головного, оцінювання інформативності матеріалу та професійно-орієнтоване спілкування на основі отриманої інформації. Таким чином, необхідно підвисити відповідальність студентів за хід та результати їхньої самостійної учбової діяльності щодо оволодіння іноземною (англійською) мовою.

Метою самостійної роботи студентів з іноземної мови є формування навичок    роботи з іншомовними професійно-орієнтованими джерелами інформації (читання, переклад, творче переосмислення інформації, її особиста оцінка та подальше використання), а також формування навичок усного мовлення у рамках загальноосвітніх тем та професійної тематики.

Застосування самостійної роботи в учбовій діяльності дозволяє 1) оптимізувати процес навчання іноземній мові (англійській) з точки зору економії аудиторного учбового часу; 2) актуалізувати та активізувати пошук нових знань того, хто навчається; 3) підвищити якість засвоєння запропонованих учбових програм.

Підготовленість студентів до самостійної діяльності щодо вивчення запропонованого матеріалу визначається: 1) наявністю базових учбових навичок з усіх видів мовленнєвої діяльності, а саме: говорінню, аудіюванню, читанню, письму (у більшій ступені, безумовно, читанню та письму, тому що основними засобами перевірки виконання самостійної роботи є усне та письмове виконання вправ за самостійно пройденимматеріалом); 2) наявністю навичок перекладу та методами роботи зі словником та довідковою літературою; 3) вмінням працювати з комп’ютерним програмним забезпеченням та Інтернетом.

Навчальний посібник складається з 4 модулів. Кожен модуль містить тексти за запропонованою темою та певний граматичний матеріал. До кожного тексту пропонується низка завдань, більшість яких має творчий характер і спрямовані на розвиток навичок вживання граматичних явищ у розмовній мові. Студенти, працюючи над текстом, зважають не тільки на його зміст, але й на ті чи інші граматичні конструкції у ньому. Різноманітні граматичні вправи та тексти і діалоги до них сприятимуть збагаченню лексики загалом і повторенню та закріпленню граматичного матеріалу зокрема, а це поліпшить опанування англійською мовою. 

Отже, самостійна робота набуває особливого значення. Вона сприяє виробленню звички систематично з максимальною продуктивністю працювати над мовою у відведені для занять години, продовжувати вивчення матеріалу позааудиторно. Зауважмо, що завдання для самостійного опрацювання можна починати виконувати під керівництвом викладача. На першому занятті викладач проводить інструктаж щодо виконання окремої частини: скільки годин відведено на дану тему (підтему), труднощі, специфіка роботи з даної темою тощо.
Модуль 1 (28 годин).
Роль, значення та функції менеджменту.
Modulus 1.

The Role, Meaning and Functions of Management.
I. Read the following information:

   Work and Jobs
A. What do you do?

To find out what someone’s job is you say ‘What do you do?’ Here, Kerstin talks about her job:

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

I deal with a lot of different people in the company. I’m responsible for co-ordination between design and production: I work with managers at our manufacturing plants.’

            NOTE:

    in charge of       |  +   noun

     responsible for |       verb + ing
        responsibility + infinitive or –ing

       One of my responsibilities is to make sure …

      One of my responsibilities is making sure …

            B. Word combinations with ‘work’:
 If you work or have work, you have a job. But you don’t say that someone a work. Work is also the place where you do your job.
      Here are some phrases with ‘work’:

· Hi, I’m Frank. I work in a bank in New York City. I leave for work at 7.30 every morning. 

· I go to work by train and subway.
· I get to / arrive at work at about nine.
· I’m usually at work till six.
· Luckily, I don’t get ill very much so I’m not often off work.
· The economy is growing fast and more people are in work than ever before. The percentage of people out of work has fallen to its lowest level for 30 years. 
C. Types of job and types of work.

                       A full-time job is for the whole of the normal working week; a part-time job is for less time than that.

                       You say that someone works full-time or part-time. 

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

                       You talk about temporary work and permanent work.

1.1. Pierre is talking about his work. Correct what he says:

I work for French supermarket company. (1) I work about the development of new supermarkets. (2) In fact, I running the development department and (3) I am manage for a team looking at the possibilities in different countries. It’s very interesting. (4) One of my main is to make sure that new supermarkets open on time. (5) I’m also charged with financial reporting. (6) I deal at a lot of different organizations in my work. (7) I’m responsible of planning projects from start to finish. (8) I work closely near our foreign partners, and so I travel a lot.
1.2. Complete the text with one of the prepositions from B opposite:

          Rebecca lives in London and works in public relations. She leaves home for work at 7.30 am. She drives (1) … work. The traffic is often bad and she worries about getting (2) … work late, but she usually arrives (3) … work at around nine. She finishes work quite late, at about eight. ‘Luckily, I’m never ill,’ she says. ‘I could never take the time (4) … work.’ She loves what she does and is glad to be (5) … work. Some of her friends are not so lucky; they are 6) … work.  
1.3. Write about each person using words from C opposite, and the words in brackets. The first one has been done for you.

1. I’m Alica. I work in a public library in the afternoons from two until six. (I / job)

        I have a part-time job.
2. My husband works in an office from 9 am to 5.30 pm. (he / job)

3. Our daughter works in a bank from eight till five every day. (she / work)

4. I’m David and I work in a café from 8 pm until midnight. (I / work)

5. My wife works in local government and she can have this job as long as she wants it. (she / job)

6. Our son is working on a farm for four weeks. (he / job)

7. Our daughter is working in an o0ffice for three weeks. (she / work)

1.4. Answer the questions and make up the dialogue with them:

                                          If you work … 
            - What do you do? What are you in charge of? What are your responsibilities?

             - What time do you leave for work? How long does it take you to get to work?

             - What time do you arrive at work? Do you take a lot of time off work?

                                           If you don’t work …

             - What sort of job would you like to do?

             - What routine would you like to have?
II. Read the following information:

             Ways of Working
A. Old and New Ways

· I’m an office worker in an insurance company. It’s nine-to-five job with regular working hours. The work isn’t very interesting, but I like to be able to go home at a reasonable time. We all have to clock in and clock out every day. In this company, even the managers have to, which is unusual.

Note: You also say clock on and clock off.
· I’m in computer programming. There is a system of flexitime in my company, which means we can work when we want, within certain limits. We can start at any time before eleven, and finish as early as three, as long as we do enough hours each month. It’s ideal for me as I have two young children.

Note: BrE: flexitime

          BrA: flextime

· I work in a car plant. I work in shifts. I may be on the day shift one week and the night shift the next week. It’s difficult changing from one shift to another. When I change shifts, I have problems changing to a new routine for sleeping and eating.

· I’m a commercial artist in an advertising agency. I work in a big city, but I prefer living in the country, so I commute to work every day, like thousands of other commuters. Working from home using a computer and the Internet is becoming more and more popular, and the agency is introducing this: it’s called teleworking or telecommuting. But I like going into the office and working with other people around me.

B. Nice Work if you can get it
All these words are used in front of ‘job’ and ‘work’:

· satisfying, stimulating, fascinating, exciting: the work is interesting and gives you positive feelings

· dull, boring, uninteresting, unstimulating: the work is not interesting
· repetitive, routine: the work involves doing the same things again and again
· tiring, tough, hard, demanding: the work is difficult and makes you tired
C. Nature of Work

          My work involves …        + noun

                                                            human contact

                                                            long hours

                                                            team work

                                                     + ing

                                                           solving problems

                                                           travelling a lot

                                                           dealing with customers

2.1. Which person (1-5) is most likely to do each of the five things (a-e)?

          1. A software designer in an Internet company. Has to be in the office.
          2. An office worker in a large, traditional manufacturing company.

          3. A manager in a department store in a large city. Lives in a country.

          4. A construction worker on a building site where work goes on 24 hours a day.

           5. A technical writer for a city computer company. Lives in the country.

           a. work in shifts

           b. work under a flexitime system

           c. telecommute

           d. commute to work

           e. clock on and off at the same time every day

2.2. Look at the words and expressions in B and C opposite.

       Five people talk about their jobs. Match the jobs (1-5) to the people (a-e) and put the words in brackets into the correct grammatical forms.

1. accountant

2. postwoman

3. flight attendant

4. software developer

5. teacher

a. Obviously, my work involves … (travel) a lot. It can be quite physically … (tire), but I enjoy … (deal) with customers, except when they become violent. Luckily, it doesn’t happen often.

b. I like … (work) with figures, but my job is much less … (bore) and routine than people think. The work … (involve) a lot of human contact and team work, working with other managers.

c. Of course, it involves getting up quite early in the morning. But I like … (be) out in the open air. And I get a lot of exercise. 

d. You’ve got to think in a very logical way. The work can be mentally … (tire), but it’s very satisfying to write a program that works.

e. I love my job. It’s very … (stimulate) and not at all … (repeat): no two days are the same. It’s good to see the children learn and develop.

2.3. Answer the questions and make up the dialogue with them:

        If you work …
            Do you have a nine-to-five job?
            Do you have to clock on and off? Is there a flexitime system in your organization? Are there people who do shiftwork in your company?

             Could you do your job working from home? If so, would you like to?

         If you don’t work …
                What sort of working hours would you like to have if you worked?

                Would you like to work from home?

III. Recruitment and Selection

A. Recruitment

The process of finding people for particular jobs is recruitment or, especially in American English, hiring. Someone who has been recruited is a recruit or, in American English, a hire. The company employs or hires them; they join the company. A company may recruit employees directly or use outside recruiters, recruitment agencies or employment agencies. Outside specialists called headhunters may be called on to headhunt people for very important jobs, persuading them to leave the organizations they already work for. This process is called headhunting.

B. Applying for a job

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

· Harry is a building engineer. He saw a job in the appointments pages of one of the national papers. He made an application, sending in his CV (curriculum vitae – the ‘story’ of his working life) and a covering letter explaining why he wanted the job and why he was the right person for it.
                       Note: Situation, post, position are formal words often used in job advertisements and applications.

                                  BrE: CV; AmE: resume

                                  BrE: covering letter; AmE: cover letter

C. Selection procedures

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


‘We advertise in national newspapers. We look at the backgrounds of applicants: their experience of different jobs and thei educational qualifications. We don’t ask for handwritten letters of application as people usually apply by email; handwriting analysis belongs to the 19th century.


We invite the most interesting candidates to a group discussion. Then we have individual interviews with each candidate. We also ask the candidates to do written psychometric tests to assess their intelligence and personality.


After this, we shortlist three or four candidates. We check their references by writing to their referees: previous employers or teachers that candidates have named in their applications. If the references are OK, we ask the candidates to come back for more interviews. Finally, we offer the job to someone, if they turn it down we have to think again. If they accept it, we hire them. We only appoint someone if we find the right person’.
3.1. Complete the crossword. Use appropriate forms of words from A, B, C.
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Across:
5.  I phoned to check on my application, but they said they’d already … someone. (9)

6. This job is so important , I think we need to … someone. (8)

8. The selection process has lasted three months, but we’re going to … someone next week. (7)

Down:
1 and 2. I hope she …, because if she … the job, we’ll have to start looking again. (7, 5, 4)

3. That last applicant was very strong, but I understand he’s had two other … already. (6)

4. They’ve finally … a new receptionist. (5)
7. Computer programmers wanted only those with UNIX experience should …. (5)

3.2. Now divide the words in 3.1. into two groups:

        1. what a company personnel department does;

        2. what a person looking for work does

3.3. Replace he underlined phrases with correct forms of words and expressions from A, B, C:

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

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

  3.4. Answer the questions and make up the dialogue with them:

        If you work …
           How did you get your job? Was it advertised? Were you interviewed for it? Was the selection process very long?

        If you don’t work …

Have you applied for any jobs? Were you interviewed? How did it go? What’s the usual process for getting your first job in your country?

IV. Skills and qualifications

A. Education and training
Margaretta: The problem with graduates, people who’ve just left 

                    university, is that their paper qualifications are good, but 

                    they have no work experience. They just don’t know how 

                    business works.

          Nils: I disagree. Education should teach people how to think, 

                   not prepare them for a particular job. One of last year’s 

                   recruits had graduated from Oxford in philosophy and 

                   she’s doing very well. 

Margaretta: Philosophy’s an interesting subject, but for our company, 

                   it’s more useful if you train as a scientist and qualify as a

                   biologist or chemist-training for a specific job is better.

        Nils: Yes, but we don’t just need scientist. We also need good 
                 managers, which we can achieve through in=house training 
                 courses within the company. You know we have put a lot 
                 of money into management development and management 

                 training because they are very important. You need to have 

                 some management experience for that. It’s not the sort of 

                 thing you can learn when you are 20!
   Note: In AmE, you also say that someone graduates fro high school (the school 

            that people leave when they are 18)

B. Skilled and unskilled

A skill is the ability to do something well, especially because you have learned how to do it and practiced it.

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

 - highly skilled (e.g. car designer)
 - skilled (e.g. car production manager)

 - semi-skilled (e.g. taxi-driver)

 - unskilled (e.g. car cleaner)

You can say that someone is …

        skilled at       + noun
        skilled in           customer care

                                  electronics

                                  computer software

                              + ing

                                   communicating

                                   using PCs

                                   working with large groups

You can also say that someone is …

             good with …      computers

                                        figures

                                        people

C. The right person

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

· self-starters, proactive, self-motivated, or self-driven: good at working on their own

· methodical, systematic and organized: can work in a planned, orderly way

· computer-literate: good with computers

· numerate: good with numbers

· motivated: very keen to do well in their job

· talented: naturally very good at what they do

· team players: people who work well with other people
4.1. Correct these sentences about Ravi, asking words from A. One word is wrong in each team.

        1. At 18, Ravi decided to stay in full-time training and went to Mumbai University.

         2. Ravi qualified three years later with a degree in philosophy and politics.

          3. He taught for a while, but didn’t like it. He decided to educate as an accountant at evening classes.

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

         5. When he started, he needed to develop other skills, which would come through experiments.
         6. He received managers’ training to help him develop these skills.

4.2. Are these jobs generally considered to be highly skilled, skilled, semi-skilled, or unskilled? Each expression is used twice.

             1. teacher                        5. office cleaner

             2. brain surgeon             6. labourer (someone doing basic work on a 
             3. car worker on a              building site) 

                  production line           7. bus driver

             4. airline pilot                  8. office manager

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

       1. You’ll need to be …, as you’ll be working on financial budgets.

       2. As part of our sales team, you’ll be working independently, so you have to be self-… and self-… .

       3. We’re looking for someone who can work on ten projects at once. You must be … .

         4. We need … journalists who are very good at their job and extremely … to find out as much as they can.

          5. You’ll be researching developments on the Internet, so you have to be … -… . You must be …, able to work on your own initiative, and a …-… . But as a part of a team of researchers, you need to be a good …-… too.

4.4 Answer the questions and make up the dialogue with them:

        If you work …
         What sort of people does your organization look for in its recruitment? What sort of person are you?

         If you don’t work …

           Does your educational institution prepare people for specific jobs?

V. Pay and benefits
A Currency

    The money used in a country – euros, dollars, yen, etc. – is its currency. Money in notes (banknotes) and coins is called cash. Most money, however, consists of bank deposits: money that people and organizations have in a bank account. Most of this is on paper – existing in theory only – and only about ten per cent of it exists in the form of cash in the bank.

BrE: note or banknote;

AmE: bill
B Personal finance

All the money a person receives or earns as payment is his or her income. This can include:

· a salary: money paid monthly by an employer, or wages: money paid by the day or the hour, usually received weekly

· overtime: money received for working extra hours

· commission: money paid to salespeople and agents – a certain percentage of the income the employee generates

· a bonus: extra money given for meeting a target or for good financial results

· fees: money paid to professional people such as lawyers and architects
· social security: money paid by the government to unemployed and sick people

· a pension: money paid by a company or the government to a retired person.

Salaries and wages are often paid after deductions such as social security charges and pension contributions.

Amounts of money that people have to spend regularly are outgoings. These often include:

· living expenses: money spent on everyday needs such as food, clothes and public transport

· bills: requests for the payment of money owed for services such as electricity, gas and telephone connections

· rent: the money paid for the use of a house or flat

· a mortgage: payments of money borrowed to buy a house or flat

· health insurance: financial protection against medical expenses for sickness or accidental injuries

· tax: money paid to finance government spending.

A financial plan, showing how much money a person or organization expects to earn and spend is called a budget.

       5.1. Complete the sentences with words from the box. Look at A and B to help you.

	commission      bonus       currency     earn         mortgage              tax

overtime           pension     rent            salary       social security


1. After I lost my job, I was living on ________ for three months. This was difficult, because the amount was much lower than the _______ I had before.

2. I used to work as a salesperson, but I wasn’t very successful, so I didn’t __________ much ________ .

3. If the company makes 10% more than last year, we’ll all get a ______ at the end of the year.

4. It’ll take me at least 25 years to repay the ________ on my house.

5. Many European countries now have the same _________, the euro.

6. My wages are not very good, so I do a lot of ____________ .

7. Nearly 40% of everything I earn goes to the government as ___________ .

8. The owner has just increased the __________ on our flat by 15%.

9. When I retire, my _______ will be 60% of my final salary.
5.2. Are the following statements true or false? Find reasons for your answers in A and B.

     1. Bank deposits are not classified as money.

     2. People earning wages get paid more often than people earning a salary.

     3. People working on commission always get paid the same amount.

     4. When you stop working at the end of your career, you receive a pension.

     5. Most people pay a rent and a mortgage. 
A. Wages, salary and payments

· My name is Luigi and I’m a hotel manager in Venice. I get paid a salary every month. In summer we’re very busy, so we work a lot of extra hours, or overtime: the money for this is quite good. Working in a hotel, we also get nice perks, for example free meals!

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

· I’m Catherine and I’m a saleswoman based in Paris. I get a basic salary, plus commission: a percentage on everything I sell. If I sell more than a particular amount in a year, I also get extra money – a bonus, which is nice. There are some good fringe benefits with this job: I get a company car, and they make payments for my pension, money that I’ll get regularly after I stop working. All that makes a good benefits package.  

B. Compensation 1

 My name’s Alan. I’m a specialist in pay and benefits. Compensation and remuneration are formal words used to talk about pay and benefits, especially those of senior managers. Compensation package and remuneration package are used especially in the US to talk about all the pay and benefits that employees receive. For a senior executive, this may include share options (BrE) or stock options (AmE): the right to buy the company’s shares at low prices. There may be performance-related bonuses if the manager reaches particular objectives for the company.

C. Compensation 2

Compensation is also used to talk about money and other benefits that a senior manager (or any employee) receives if they are forced to leave the organization, perhaps after a boardroom row. This money is in the form of a compensation payment, or severance payment. If the manager also receives benefits, the payment and the benefits form a severance package.


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

Xavier and Yvonne are talking about Xavier’s new job as a photocopier salesman. Complete the conversation, using words from A:

1. X: I get paid every month.

Y: I see. You get a salary, not wages.

2. X: I usually have to work late: I don’t get paid for it, but I  

           get a percentage for every photocopier I sell.

Y: So you don’t get …, but you do get … . That’s good.
3. X: The people in production get a … if they reach their

           targets.

Y: Oh right. They get an extra payment for producing a 

     certain amount.

4. X: The company pays for medical treatment too, and the 

          company restaurant is fantastic.

Y: Wow! The … sound very nice.

5. X: And they’ve given me a … to go and visit clients.

Y: So you don’t have to buy a car, then.

6. X: What’s more, the company pays in money for us to get 

          when we don’t work any more.

Y: Yes, it’s important to get a good .. .

7. X: The total … is brilliant.

Y: Yes, all that extra stuff is really worth having.

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

1. FAILED AIRLINE BOSS GETS MASSIVE PAYOUT
                                      Shareholders are angry that despite very poor results, 

                                    Blighty Airlines’ GEO, Mr. Rob Herring, is leaving with $ 3 

                                    million with stock options potentially worth an additional $ 

                                   10 million. Other payments bring to $ 35 million his total ….        

                                   (2 possible expressions)
                                2. MULTILEVER’S EXECUTIVE PAY
                                      It was today revealed that Mr. Carl Lang, head of consumer 
                                      foods giant Multilever, earns a basic salary of $ 22 million 

                                      with stock options potentially worth an additional $ 10

                                      million. Other payments bring to $ 35 million his total … . 

                                      (2 possible expressions)
                                 3. MEGAFONE CEO GETS $ 10 MILLION ‘THANK YOU’ 

                                     AFTER TAKEOVER
                                      The directors of Megafone, the world’s largest mobile

                                      phone company, yesterday voted to give Mr. Chris 

                                     Ladyman, its chief executive, a special payment of $ 10 

                                     million for negotiating the company’s takeover of 

                                     Minnemann. The directors referred to this as a … . (1 

                                      possible expression)

                                 4. ANGRY SHAREHOLDERS ATTACK EXECUTIVE PAY
                                     National Energy’s shareholders yesterday attacked the 
                                     directors of the company for paying themselves too much. 
                                     Profits fell by 30 per cent last year, but directors are being 
                                     paid 30 per cent more. ‘These people are just … . (1 

                                     possible expression)
Develop your idea answering the questions (your essay should be not more than 1 page):

Do you think top executives are too highly paid? Or do they deserve what they earn?

VI. People and workplaces
A. Employees and management

I. management –finance – marketing

II. white-collar workers

III. manual (blue-collar workers) – supervisor 

                      The people who work for a company, all the people on its payroll, are its employees, personnel, staff, workers, or workforce. But these words can mean just the people carrying out the work of a company, rather than those leading it and organizing it: the management. 

           Note: Workforce, work-force and work force are all possible.
B. Management and administration
A company’s activities may be spread over different sites. A company’s most senior managers usually work in its head office or headquarters (HQ). Some managers have their own individual offices, but in many businesses, most employees work in open-plan offices: large areas where many people work together. Administration or, informally, admin, the everyday work supporting a company’s activities, is often done in offices like these by administrative staff or support staff. For example, those giving technical help to buyers of the company’s products are in technical support.
C. Labour
Labour is spelled labor in AmE. Labor unions, organizations defending the interests of workers (AmE) are called trade unions in BrE. 

When workers are not happy with pay or conditions, they may take industrial action:

· a strike, stoppage or walk-out: workers stop working for a time.

· a go-slow: workers continue to work, but more slowly.

· an overtime ban: workers refuse to work more than the normal number of hours. 

             D. Personnel and Human Resources
                  In larger organizations there is a human resources department (HRD) that deals with pay, recruitment, etc. This area is called human resources (HR) or human resource management (HRM). Another name for this department is the personnel department.
6.1. Look at A, B and C to find the answers to the crossword.
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Across
2 and 17 Office workers may wear this. (5, 6)

           5 All the people working for a company. (5)

           7 … workers use their hands. (6)

           8 When people stop working to protest. (6)

          10 One of the people working for an organization. (8)

          11 Occasions when workers stop working to protest: walk-… (4)

          13 Another name for the human resources department. (9)

          14. Workers seen as a group. (6)

18 and 15 down Various forms of protest at work. (10, 6)

Down 
           1 Everyone working for a company is on this … (7)

           2. Everyone, or everyone except top managers. (7)

           3 These are trade in the UK and labor in the US. (6)

4 and 17 across Manual workers may wear this. (4, 6)

            5 The place in a factory where the production lines are. (4, 5)

            9 When people stop work to complain about something. (8)

16 and 12 When workers intentionally produce less. (2, 4)

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

         I founded Computadoras Creativas 20 years ago. We started with a small (1) … in Madrid. Our (2) … …, our (3) … is still hear, but now we have sites all over Spain, with about 500 employees. Many of the offices are (4) …-…: everyone works together, from managers to (5) … …, as well as people selling over the phone, and people in technical (6) … giving help to customers over the phone. Recruitment is taken care of in Madrid, by the (7) … … or (8) … .

6.3. Think about the company you work for or one you would like to work for. Where is its head office? How many sites does the company have? How many employees? Is it better to have everyone on one site or to have different sites with different activities? Do people have their own offices or are there open-plan offices? Which type do you / would you prefer to work in? (your essay should be not more than 1 page)

VII. The career ladder

A. A job for life

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

To leave the company, you could resign or hand in your notice.      
B. A job for now
Modco has downsized and delayered. The number of management levels in the company hierarchy has been reduced from 5 to 3, and many managers have lost their jobs. Modco has reorganized and restructured in order to become flatter (with fewer layers of management) and leaner (with fewer, more productive employees).
They did this to reduce costs, and increase efficiency and profits. Employees said the company used words like ‘restructure’ to make the situation sound positive and acceptable.

C. In-house staff or freelancers?

Modco has outsourced many jobs previously done by in-house personnel: outside companies clean the offices, transport goods and collect money from customers. This allows Modco to concentrate on its main business activities. Modco uses more freelancers, independent people who may work for several different companies, and they employ people for short periods on temporary contracts. Modco expects flexibility, with people moving to different jobs when necessary, but for more employees, this means job insecurity, the feeling that they may not be in their job for long. The way that they are doing their job is discussed at performance review: regular meetings with their manager.
Note: You say freelancers or freelances.

D. Loosing your job:

If you do something wrong, you are …

· dismissed

· fired

· sacked

· terminated

                      If you’ve done nothing wrong, you are …

· laid off

· made redundant

· offered early retirement

                      Employees who are made redundant may get advice about finding another job, retraining, etc. This is called outplacement advice.

7.1. Complete the tables with forms of words from A, B and C. You may wish to refer to a dictionary.

	Noun
	Verb
	Noun
	Adjective

	
	Retire
	seniority
	

	Demotion
	
	
	freelance

	Lay-off
	
	redundancy
	

	
	dismiss
	
	insecure

	
	terminate
	
	flexible


7.2. Match the sentence beginnings (1-5) to the correct endings (a - e). The sentences all certain words from A and B. 

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

      2. He walked his way up from

      3. The new management have delayered the company,

      4. We used to do printing in-house

      5. Workers are afraid their organizations will be downsized

                    a) and they will be replaced by temporary workers.

                    b) companies won’t take care of us for life any more.

                    c) but now we outsource it.

                    d) factory worker to factory manager

                     t) reducing five management levels to three

7.3. Carla used to work for an Italian magazine publishing company. She talks about how she lost her job. Choose the correct form of the words in brackets to complete the text.


Edizione Fenice is a big magazine publishing company, and a very nice company to work for. I was director of a magazine called Case e Giardino.  


Then, Fenice was bought by an international publishing group. We had to have regular performance (1) … (review/reviews/reviewer) with one of the new managers. After a few months they started laying staff (2) … (off/on/out). Our own journalists were put on temporary (3)… (contracts/contractual/contracting) or replaced by (4)… (freelancer/freelancers/freelanced).


Then they started (5) … (laid/lying/laying) off more senior people like me. The new owners said they wanted to make the company (6)… (flat/flatter/flatten) and (7) … (lean/leant/leaner). So I was made (8) … (redundant/redundancies/redundancy). They offered to help me to find another job with (9) … (outplacement/outplaced/outplacing) advice, but I refused.
7.4. Answer the questions and make up the dialogue with them:

        If you work …
             Do you have performance reviews? What are the advantages and disadvantages? Has your organization been restructured? What aspects of the business does your company outsource?
        If you don’t work …

Would you prefer a job for life or a more flexible career? Would you like regular performance reviews?

VIII. Choose the answers you think fit best according to the text.
BRITISH MANAGEMENT
According to an article in Management Today, the British manager still stops work for tea. The French managing director of Novotel, the hotel group, tells what happened at his first management meeting when he took over its English operation in 1991:
"The meeting was in the afternoon, and it got to about 3.30 and everyone started looking at their watches. I didn't know what was going on. I turned to my secretary, who was English, and she said that they probably wanted to break for tea. I couldn't understand it. In France we just carry on until we have finished. Now we always break for tea."
I am not sure how many English managers now break for tea. Not that many, I imagine. Twenty years ago it was commonplace. I will never forget a Canadian sales director, pink with fury, telling me at that time how he had been offered tea and biscuits at three in the afternoon in Northampton: "I come three thousand miles, and take three taxis and a damn steam engine into the sticks, and I wanna do business, and this guy gives me a `nice cup of China tea and a biccy'. What IS he?" Mind you, this was the same man who in Rome told his Italian agent that the Colosseum would make a nice parking lot.
It is not so much the cup of tea as the pint of bitter that managers from outside Britain find a bar to efficiency. In the article, a German manager tells how when he first took over a job in Britain, he discovered that at lunchtime and especially on Fridays, the majority of his management team left for the pub. He says: "I stopped that right away. Now they are not allowed off the premises. It didn't make me very popular at the time but it is not good for efficiency. There is no way we would do that in Germany. No way."
According to European managers the British are still too concerned with class and status. A German says: "People say that the class system is a hindrance to progress and then two weeks later you overhear them discussing a colleague and saying, `Well, he is not very well-spoken, is he?'" And another says: "The class gaps translate into big gulfs in the pay league, too. In Germany, I might earn three times more than my secretary. Here it is five times."
Some criticisms are rather like those levelled at Japanese management. For example, talking about status, a Dutch manager says: "A director is God here. They respect him and think that he is right even when he is wrong. It's quite difficult to have an open conversation. People will not say `I disagree'."
Too great an interest in money is also criticised. A Dutch manager says: "My first impression on coming to Britain was that profit seemed to be the most important thing." And a Frenchman points out the difference between the UK and France: "In France there is no pressure on the bottom line."
The French manager also points out a difference in educational standards: "In France all the secretaries, or personal assistants as we call them, would have degrees. You wouldn't consider recruiting one without a degree. So, that means you can delegate much more to the secretaries in France. In the UK you cannot do that so much."
     1. In the middle of the afternoon
          A. everyone checked their watches.
          B. hinted that it was teatime.
          C. took a break.
          D. noticed it was 3.30.
    2. In the past
          A. managers usually had a teabreak.
          B. offered visitors China tea.
         C. wasted a lot of time drinking tea.
         D. drank a lot of tea.
    3. The Canadian
         A. was impressed by the Englishman's good manners.
         B. had travelled a long way.
         C. liked to do business.
         D. considered his time was being wasted.
   4. Why did the Canadian say the Colosseum would make a nice parking lot?
           A. He had nowhere to park.
          B. He was joking.
         C. He was worried about Rome's traffic problems.
         D. He was envious of Italy's glorious past.
   5. The German didn't like his managers going to the pub because
          A. he was against drink.
          B. they got drunk.
         C. it made them inefficient.
         D. he believed playing sports would be better for them.
6. To stop them going to the pub, the managers
         A. were ordered to stay in the office.
         B. were given free lunches in the office.
         C. played team games in the lunch-hour.
        D. had meetings at lunchtime.
7. In Britain, managers are paid much more than their secretaries because of
         A. sexism.
         B. education.
         C. class.
         D. elocution.
8. English and Japanese managers are similar in that they
         A. are tactful.
         B. like tea.
         C. avoid disagreement.
        D. have a superiority complex.
9. In comparison with the British secretary, a French secretary
         A. is better paid.
         B. has more status.
         C. is better spoken.
         D. can take more responsibility.

IX. Read and translate the text:
THE ROLE OF MANAGEMENT

Management is attractive because it represents authority, more money, prestige, and so on. But few people are able to describe just what it is that managers do.

Management is the art of getting things done through people and other resources. At one time, that meant that managers were called bosses, and their job was to tell people what to do and watch over them to be sure they did it. Bosses tended to reprimand those who didn’t do things correctly, and generally acted stern and bossy. Many managers still behave that way. Perhaps you have witnessed such managers yelling at employees at fast-food restaurants or on shop floors.

Today, management is changing from that image. Managers are being trained to guide and coach employees rather than to boss them around. Modern managers emphasize in some high-tech and progressive firms dress more casually, are more friendly, and generally treat employees as partners rather than unruly workers.

In general, therefore, management is experiencing a revolution. A new concept called management by walking around (MBWA) encourages managers to get out of their offices and mingle with workers and customers. This does not mean that managers are becoming mere cheerleaders. It does mean, that managers are working more closely with employees in a joint effort to accomplish common goals.

Managerial careers demand a new kind of person. That person is a skilled communicator as well as a planner, co-ordinator, organizer, and supervisor. Managers today believe that they are part of a team and enjoy the new responsibility and flexibility that comes with more open and casual management systems.

9.1. Answer the questions using the information from the text:

1. Why is management attractive?

2. How do you understand the term “management”?

3. In what way is management changing today?

4. What does the MBWA expects managers to do?

5. What kind of person managerial career demands today?

6. Why is the text called “The role of management”?

         9.2. Fill in the necessary form of the verbs in the table:

                   Below is an extract from a newspaper report on a political meeting.

	                           ask         warn       believe         say          remind


The Minister ______ the audience that 20 years ago things were very different. He ______ the time had come to face realities and he ______ we had to choose between co-operation or isolation. He _______ that major problems would arise if we made the wrong choice and _____ if we wanted to be an isolated and friendless country.
9.3. Use the articles where necessary:

1. _____ University of Leeds is one of ____ biggest in England. It is also ____ important centre for medical studies.

2. Butter is _____ major agricultural product in _____ European Union (EU). Another is rape seed oil. Most of ____ butter is consumed by EU countries.

3. _____ Super Motor Company makes _____ range of high-performance cars, including _____ luxurious Grosso 55XT. This is _____ perfect example of ____ modern automotive engineering.

9.4. Read and translate the sentences:

1. In the business world, management is almost always viewed in terms of achieving productivity.

2. No matter how ambitious or capable you are, you can’t be an effective manager without knowing how to establish and maintain productive – relationships with others.

3. Interactive management is a process of dealing with people as individuals in order to build trust, openness and honesty in the manager – employee relationship.

4. Continuing success requires the ability to explore new opportunity and to learn from past successes and failures.
5. Decision making is one of the most important parts of any manager’s job.

6. Decision making involves selecting a course of action from a set of alternatives.

7. By effective, we mean doing the right things.

8. Organization can be defined as a group of two or more people working together in a structured fashion to attain a set of goals.

9.5. Match the following definitions:

1. Management         a) is getting others to work willingly and

                                       enthusiastically to achieve the objectives of the 

                                       organization.

2. Organization         b) is checking to determine whether or not an 

                                      organization is progressing toward its objectives, and 

                                      taking corrective action if it is not.

3. Leadership            c) is the art of getting things done through other people

4. Control                  d) includes designing the organization structure, 
                                       attracting people to the organization, and creating 
                               conditions and systems that ensure that everyone and 
                               everything works together to achieve the objectives of 
                               the organization.

9.6. Read and translate the dialogue. Make up the similar dialogue of your own.

- Sundel, Electrotech Sales Manager. Can I help you?

- Good afternoon, Mr. Sundel. This is Mr. Hart from Santina Hotel speaking. 
   Have you got refrigerators IPD Model 245?

- Yes, we have, but we are heavy with the orders on his model.

- What is its price?

- Its retail price is $ 460 per unit.
- What is the discount for a lot of 100 units?

- Usually we give a 5% discount, but it depends.

- Is there a discount if I pay cash?

- I am not sure. I should consult our Financial Manager.

- What is the minimum term of delivery?
- A month.

X. Read and translate the text:
WHAT DO MANAGERS DO?

The four primary managerial functions are planning, organization, leadership, and control. Other functions include staffing (personnel), directing, reporting, and budgeting.

But management is much more complex than doing a few tasks. A good manager must know about the industry the firm is in and all the technological, political, competitive, and social factors affecting that – industry. He or she must also understand the kind of people who work in the industry and what motivates them. Finally, a manager must be skilled in performing various managerial tasks, especially technical tasks, human relation tasks, and communications tasks.

A manager is someone whose primary activities are a part of the management process. In particular, a manager is someone who plans and makes decisions, organizes, leads, and controls human, financial, physical and information resources. Today’s managers face a variety of interesting and challenging situations. And the situation faced by ever manager is unique. The job of manager is unpredictable, fraught with challenges, but also filled with opportunities to make a difference. Managers do not plan on Monday, make decisions on Tuesday, organize on Wednesday, lead on Thursday, and control on Friday. At any given time, a manager is likely to be engaged in several different activities simultaneously. You may have the goal of becoming a manager some day. Here are the functions you will be expected to perform:

Planning includes anticipating future trends and determining the best strategies and tactics to achieve organizational objectives.

Organization includes designing the organizational structure, - attracting people to the organization (staffing), and creating conditions and - systems that ensure that everyone and everything works together to achieve the objectives of the organization.

Leadership is getting others to work willingly and enthusiastically to achieve the objectives of the organization.

Control is checking to determine whether or not an organization is progressing toward its objectives, and taking corrective action if it is not.
 10.1. Ask 5 questions to the following text.
10.2. Translate into English:


Термін «менеджмент» походить від англійського manage – управляти, керувати. В англомовних країнах термін «менеджмент» застосовується досить широко і в різних значеннях, як спосіб та манера спілкування з людьми, влада, та мистецтво керівника, вміння організовувати ефективну роботу управлінського апарату, організаційна побудова органів управління та ін.
10.3. Open the brackets and put the given verbs into the necessary tense form:
Mr. Benedetto: Well, I (to give) one last chance. Look at this order again. No

                          more mistakes. You last (to deliver) the showers which I

                         even (not to order).
Mr. Hunt:          Oh, do forgive me. We never (not to repeat) that.

Mr. Benedetto: I (to hope) so. But remember. I would (to like) to stress that I 

                         must (to get) this order next week by Thursday. It (to be) 

                         very important. I cannot (to accept) any other delivery time.

Mr. Hunt:         Sure, sir. We (to send) it in time. We always (to deliver) your 

                         orders in time, _____ we? 

Mr. Benedetto: No, you ____ . Once I (to receive) the order with a delay of 

                         two months. Besides, packing should be excellent.

Mr. Hunt:          Certainly. I guess you (to agree) that this (to be) one thing 

                         we always (to do) before.

Mr. Benedetto: But twice my surname (to write) Benedeto by your people. 
Mr. Hunt:         Oh, I (to be) so sorry. This time I myself (to write) your 

                         name clearly.
Mr. Benedetto: One last thing, (to call) me on Tuesday and (to inform) about 

                        the state of the order.
Mr. Hunt:         Right, I (to phone) you myself. For sure the goods (to come) 

                         to right address and at the time you (to need) them. 

10.4. Fill in the necessary words from the table:

	      reference list                   incorporated          share            shared among

        share in               manage            share and share alike         business

                          board out        commerce          management


1. The firm will be ____ with the parent company.
2. What ____ did he have in their success?

3. The different responsibilities are _____ the committee members.

4. How many people are to _____ the profits?

5. If I can’t borrow the money I shall have to _____ without.

6. Don’t be selfish – it’s _____ in this house.
7. It’s part of a professors ______ .

8. Your family is so large that three of the children will have to _____ .

9. The film association promotes the use of films in industry, science, and _____ .

10. The business is under new _______ .

Use the articles where necessary:

Here is _____ text adapted from ____ advertisement; produced by the Bahrain Tourism Board.

Make _____ right connection in Dubai - _____ business centre of _____ Middle East. When it comes to selecting ____ base for your regional headquarters, Dubai is ______ logical choice. ______ city has become ______ region’s leading centre for _____ trade, _____ transport and _____ distribution, ______ industry, _____ conferences and _______ exhibitions. For good reason Dubai encourages ____ enterprise. ______ state-of-the-art telecommunications system puts you in instant touch with _____ world. ______ 60 international airlines link Dubai with over 100 cities world-wide. And ____ city boasts sophisticated _____ banking, _____ finance and _____ other services, as well as world-class office accommodation. And ______ lifestyle is great too!

XI. Applying for a job
I. Read the following information:
Every business wants to have the most skilled, talented, competent, and promising employees. That is why big corporations often use the services of special firms that look for such prospective employees, and try to recruit them for their customer company. Such firms and people working in them are informally called headhunters, and their job has the informal name of headhunting. Headhunters do some of their recruiting in colleges and universities, picking out the brightest and the most promising students. But even more often, they try to persuade the best employees of other companies to change their jobs, using promises of better conditions, positions, and salaries to entice them. The official name for headhunting firms is “executive search firms”.


If you are applying for a job in the USA or Great Britain, you need to mail three documents to your prospective employer: a cover or application letter, a resume or CV (curriculum vitae), and your letters of reference. 

An application letter is also called a cover letter because it explains your purpose for sending in the other papers, that is, your hope of getting a job at the organization to which you mail your application papers. A CV and references are enclosed with the cover letter and mentioned at the bottom of the cover letter as enclosures. An application letter should be short (no more than one page), follow a certain format, and contain definite information. In the top right-hand corner you should write your constant information (address, telephone number) and the date. Lower on the left side of the page you write the name of the person you are writing to, followed by his/her position (for instance, the Personnel Officer of the company), and then the office address. The format of this section should match that used for addressing the envelope. If you do not know (and cannot find out) the name of that person, do not include it, and start the letter by addressing him/her with “Dear Sir/Madam”. The text of the letter itself should be not longer than three or four paragraphs. In the first one you state where and how you have found out about the vacancy that interests you (from job advertisements, etc.). In the second and third paragraphs you highlight your qualifications that you think make you a good choice for occupying the vacancy in question. You should also express your eagerness to work in that position, for that particular organization. In the final paragraph you should try to convince your prospective employer to interview you personally (job interview). 

Comments:

If you are writing an official letter to a British company:

a) write the date like this: 13-th March 2012;

b) use a comma (,) rather than a colon (:) after addressing the person,

c) write “Yours sincerely”, not “Sincerely yours” at the end of the letter.

If you do not know the name of the person you are writing to:

a) write “Dear Sir/Madam” in addressing;

b) write “Yours faithfully”, not “Yours sincerely” at the end of the letter.  

Always type your letter and check spelling and punctuation very attentively.

11.1. Answer the following questions:

1. What are the principal parts of an application letter?
2. How long should it be and how many paragraphs should it contain?

3. What should be the content of each paragraph?

4. What should be included as enclosures?

11.2. Read an example of a cover letter.

                                                    15 King George St. 

                                                     Lucia 45325

                                                     Bacardia

                                                     Tel.: 8030-333-3333

                                                      e-mail: ashugara@bac.com
                                                      March 13, 2012

Ms Jeremy Keruga

Personnel Officer

BWB Group Headquarters

12 Georgetown St.

Lucia 45322

Bacardia

Dear Ms Keruga:


I am very interested in your advertisement in the March 10 issue of Bacardia Post since I believe that I have the skills and qualities required for filling the position of an accountant in the accounting Sector of your company. Besides having good professional training in accounting, I also have had three year experience as a part-time accountant.


I received a BA degree in finance and accounting from Lucia University in 2011. My training gave me the opportunity to acquire all the skills needed for successful practical work in accounting jobs of various types, including the use of computers and the most advanced computer accounting.

As a result of my training, I was able to find a job as a part-time accountant with Lucia Enterprises Inc. immediately after graduating from the University. Although only a part-time position, my work in this company has given me valuable practical experience. I am now ready to move forward, and believe that working in a full-time position for your company can open new career prospects for me.


Because skills and experience may best be explained at a personal meeting, I would like to solicit an interview with you. I would appreciate your calling me at the telephone number indicated on top of this letter any day after 2 p.m. to let me know about the day and time most convenient for you.
Sincerely your,
Kamil Ashugara

Junior Account, Lucia Enterprises Inc.

Enclosures: CV; three letters of reference

11.3. Write a cover letter, using your own information.

2.  Read the following information:
A resume or Curriculum Vitae (CV) is a detailed record of personal accomplishments. It presents briefly what the person has achieved in education, job experience, special honors, publications, and includes professional activities (such as conferences attended), personal information, and perhaps even outstanding achievements in the person’s area of special interests or hobbies. A CV may be short – no more than two pages, but preferably one (than it is called a resume). It may also be – up to 20 pages and even more – and then it is called a CV. A CV begins with personal details (name, date of birth, marital status, constant information). Sometimes after that career objectives are written and time of availability is noted (i.e., when the applicant can start the new job). Next, the person may describe his/her education and work (or professional experience). In this section everything is usually written in reverse chronological order: the last educational institution you attended or the last place you were employed are indicated first, while your first educational institution or your first place of employment are listed last. The information about education should include degrees held, honors received, and qualifications gained. Employment information should describe responsibilities and make clear what professional skills you have, including specific responsibilities. The employment information may be followed by information on other skills, such as computer skills or fluency in a foreign language. The next item is information about your interests and hobbies. It gives your prospective employers some idea of your intellectual scope and physical fitness (if you included sport interests).
At the end, references are usually cited.

11.4 Answer the following questions:

1. What is a CV?

2. What should its maximum length be?
3. What is always placed in the top right-hand corner of a CV?

4. What parts does a CV include?

5. In what chronological order are entries in the education and professional experience parts of a CV written?

6. What should be included in those entries?

7. What may be included in the additional skills section?

8. Why is the section about your interests and hobbies important?

9. Where are references cited?

11.5 Read an example of a CV:

                       CURRICULUM VITAE
Personal Details:

Name:                              Marjorie Debrigan
Date of birth:                   January 16, 1971
Citizenship:                     Bacardia

Marital status:                  Married, 2 sons
                                        (14 and 10 years of age).

Address:                           9 Locust St.

                                         Lucia 45206

                                         Bacardia

Telephone:                       8030-114-5666

Available:                        September 1, 2007

Career objective:              Full-time secretarial position.

Education:
1994 Ten-month Secretarial Training Program at the City College (Lucia). Certified secretary.
1984-1989    Tepoara High School. General 
                                                     certificate in Mathematics; Literature;  

                                                     History; and Art.

Work experience:
               1995 to present                            Lucia Accountants Ltd.

                                                                     Personal secretary to the Chief 

                                                                      Executive Officer.

            Responsibilities:                               Secretarial work.

Additional skills:
Proficient IBM PC user:                         MS Office; Windows 95, 97, 98; 2000; 

                                                                   Microsoft Word, Microsoft Excel; Adobe 

                                                                   Photoshop; Adobe Acrobat; Power Point; 

                                                                   proficient Internet user.

Fluent in English; good working knowledge of German.

Driving license (car).

Interests:
Sports:                                                        Hiking and running
                                                                    Amateur painting

                                                       References:
John Chigeru,
Chief Executive Officer at Lucia Accountants Ltd.
11.6. Write a CV of your own.
3. Read the following information:
       References are written for job applicants by people who know them. A reference serves as an evaluation of the applicant by an independent third person. A reference may be written at the applicant’s request and given to him / her (always in a sealed envelope) to be transmitted to the prospective employer, or it may be written at the request of this prospective employer and mailed directly to him or her. It is for this purpose that the applicant writes at the end of his/ her CV the names, positions, and addresses of people who can provide references.
              A letter of reference is made up of the following parts:

          1. From whom (name, position, address, telephone number, etc) – top right-hand corner.

          2. To whom (name, position, address) – lower on the left.

          3. Date (over the “to whom” part on the left in American references; on the right below both the “from whom” and “to whom” parts in British references).

          4. Identification of the applicant, his or her position and of how she or he is known to the reference writer (relationship to writer).

          5. Description and interpretation of applicant’s skills and accomplishments.

          6. Summary of the main points and general evaluation of the applicant.

          7. Signature of the reference writer.
11.7 Answer the following questions:
1. Who writes a letter of reference for a job applicant?

2. At whose request may it be written?

3. Why does an applicant have to write at the end of her/his CV the names, positions, and addresses of people who can provide references?

4. How many parts does a letter of reference usually contain?

5. What are these parts?
11.8 Read a letter of reference that an imaginary applicant, Kamil Ashugara, enclosed with his applicant letter.
Omagi Kabura

Chief Accountant

Lucia Enterprises Ltd.

7 Gregory Sq.

Lucia 453111

Bacardia

Telephone: 8030-222-7114

March 10, 2000

Ms Jeremy Keruga

Personnel Officer

BWB Group Headquarters

12 Georgetown St.

Lucia 45322

Bacardia

Dear Ms. Keruga:

Reference for Kamil Ashugara


I am pleased to write this reference at the request of Kamil Ashugara, part-time accountant at Lucia Enterprises Ltd. Mr. Ashugara has been working directly under my supervision since starting his job with Lucia Enterprises Ltd. in 1997. I know him to be a very skilled professional whose work has always been well approved and highly valued by both his superiors in our company and clients of the company. He is very efficient, competent, and energetic, and his achievements during the time he has been working with Lucia Enterprises Ltd. have been impressive. Mr. Ashugara’s skill with computers, especially as applied to accounting, is one of his strongest points. We are sorry to lose Mr. Ashugara, yet understand his desire to advance his career. His intelligence, professional skills, and energy will make him a valuable asset to the accounting sector of any company. Without reservation, I can confidently recommend him for the position for which he is applying.

Omagi Kabura,

Chief Account.
11.9. Write a reference for yourself on behalf of  your professor or employer.
11.10 Read the information about Violet Scott:


Violet Scott is 33. She is not married and lives alone in small apartment 4C in a big apartment house number 15 at 120 Street in New York City, USA. She is a US citizen, but would like to work abroad. Recently she has read an advertisement that Lucia Enterprises Ltd. in Bacardia needs computer programmers. Violet is an experienced programmer. She graduated from Columbia University in mathematics in 1998 and got her MS (Master of Science) degree. Since then, she was trained in two advanced computer technology programs at the same University in 1999 and 2003. Since 2000, Violet has been self-employed and has been developing computer programs at different companies’ orders. But orders are running low, and Violet has no contracts after July 2007. That is why she is looking for a full-time computer programmer position and is eager to be employed after August 1, 2007.


Violet speaks three European languages fluently (German, French, and, Spanish). She considers it as her important personal assert – a good addition to her advanced skills in computer programming.


She likes swimming and often takes part in swimming competitions. She is also very interested in modern history and in environmental issues.


One of her professors at Columbia University (who also trained her in both advanced computer technology programs), Dr. Higgins, knows her very well and is always ready to write a reference for her.

1. Write an applicant letter for Violet Scott using the information from the text.

2. Write a CV for Violet Scott .

3. Write a reference for Violet Scott from Dr. Higgins.

4. Write a short essay (50-100 words) evaluating the chances for Violet Scott to get a job with Lucia Enterprises Ltd.
11.8. Fill in the necessary words from the table:
	    accommodation    available for interview     contact     coupon     employers     

    he will be available from    help   international    paid   present   relocation

   expenses    stamped addressed envelope    ten years’ experience    trained as


1. I have ______ as head buyer.

2. I was _____ an electrical engineer.

3. I have noted that _______ the end of August.

4. Her ______ salary is 3,000 euros per month and she has 5 weeks’  ____ holidays.

5. He is _____ at any time.

6. She doesn’t want us to _____ her present _____ .
7. They will cover their ______ .

8. They will also _____ you to find ______ .

9. Kindly enclose a _______ (an sae).

10.  He has enclosed an ______ reply _____ .
Модуль 2 (28 годин).
Менеджмент та лідерство.

Modulus 2.

Management and Leadership.
I. Managers, executives and directors
A. Managers and executives: UK
B. Fun and Sun Holidays management organigram

	chairman/ chairwoman/ chief executive/ 

   managing director


non-executive directors     
	chief financial officer/ finance director
	marketing director
	human resources director
	IT director
	research director


senior executives/         

top executives/

executive directors

	accounts department manager
	sales manager
	customer services manager


middle managers    

	      line managers/ in travel agency branches


All the directors together are the board. They meet in the boardroom.
Non-executive directors is the head of marketing, the IT director is the head of IT, etc. These people head or head up their departments. Informally, the head of an activity, a department or an organization is its boss. An executive or, informally, an axec, is usually a manager at quite a high level (for example, a senior executive). But ‘executive’ can be used in other contexts to suggest luxury, as in ‘executive coach’ and ‘executive home’, even for things that are not actually used by executives.
B. Manager s and executives: US
	President
Chief executive officer (CEO)

Chief operating officer (COO)

	Non-executive directors


    
	Chief financial officer (CFO)

Vice president(VP) marketing

Vice president (VP) human resources

Vice president (VP) research

	Senior executives/

Top executives/

Executive directors



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

In the US, senior managers in charge of particular areas are often called vice presidents.
Look at the managers listed in A. Match each task (1-6) to manager most likely to be responsible for doing it.

1. Meet with advertizing agency to discuss new advertisements for the company’s holidays.

2. Study possible new holiday destinations in detail.

3. See the research director to discuss new holiday destinations.

4. Contact newspapers to advertise new jobs.

5. Deal with complaints from customers.

6. Discuss sales figures with sales team.

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

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


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


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






1.3. Over to you
       If you work:

Draw an organigram of your organization.

       If you don’t work:

Who are the most famous bosses in your country? Which companies do they head?

II. Businesspeople and business leader

     A. Businesspeople and entrepreneurs

A businessman, businesswoman or businessperson is someone who works in their own business or as a manager in an organization.
Note: The plural of businessperson is businesspeople. Businessperson and businesspeople can also be spelled as two words: business person, business people.

An entrepreneur is someone who starts or founds or establishes their own company. Someone who starts a company is its founder. An entrepreneur may found a series of companies or start-ups.

Entrepreneurial is used in a positive way to describe the risk-taking people who do this, and their activities. Some entrepreneurs have the companies they found, perhaps going on to found more companies. Others may stay to develop and grow their business.

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

Establishment can also describe an action (e.g. the establishment of a successful business was his main aim in life).

! Some English speakers believe it is not correct to use grow as a transitive verb in this context.
B. Leasers and leadership

A large company mainly owed by one person or family is a business empire. Successful businesspeople, especially heads of large organizations, are business leaders or, in journalistic terms, captains of industry.
There is a lot of discussion about whether people like this are born with leadership skills, or whether such skills can be learned.

C. Magnates, moguls and tycoons

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

shipping

oil

movie          

media                    mogul

shipping

property            tycoon
software

2.1. Use words from A and B to complete the text:

The big place at the moment for (1) ________ is, of course, the Internet. Take John Pace. ‘After an engineering degree at Standford and an MBA at Harvard, I worked for a while in a computer games company. But I always felt I was an (2)  _________ kind of guy. In 1997, I (3) _______ an Internet site for cheap travel: flights, hotels, renting cars and so on. I obtained money for investment in the (4) ______-_____ from friends!
Now the site has 30.000 customers, and Pace is very rich, with a big apartment in Manhattan and a house in the Bahamas. ‘I don’t want to sell the company’, he says. ‘I’ve had offers from some big companies, but I want to stay independent. I want to (5) _______ the business and do things my way.

Unlike many entrepreneurs, I think I have the (6) ______ skills to lead and inspire a large organization. I can see the day when I’m in charge of a large business (7) ______ .

2.2. Who are (or were) these famous businesspeople? Use the expressions in C to describe them.

a) Randolph Hearst (1863-1951)

b) Masayoshi Son software tycoon (b. 1957)

c) Rupert Murdoch (b. 1931)

d) Aristotle Onassis (1906-1975)

e) Paul Getty (1892-1976)

f) Donald Trump (b. 1946)

2.3. Write an essay to the following:

Who are your country’s most famous entrepreneurs? What are they famous for? 

In your opinion, are business leaders born or made?

III. Leadership and management styles

A. Leadership

Ken Manners is an expert on leadership and management styles. Can leadership be taught? Or are the only real leaders born leaders? 

‘Traditionally, the model for leadership in business has been the army. Managers and army officers give orders and their subordinates (the people working below them) carry them out. Managers, like army officers, may be sent on leadership courses to develop their leadership skills, the ability to lead. But they still need a basic flair or talent for leadership!


What makes a great leader?


‘The greatest leaders have charisma, an attractive quality that makes other people admire them and want to follow them. A leader may be described as a visionary, someone with the power to see clearly how things are going to be in the future. People often say leaders have drive, dynamism and energy!’ 

B. Modern management styles
How have management styles changed in the last few years?

’Before, leaders were distant and remote, not easy to get to know or communicate with. Today, managers are more often open and approachable: you can talk to them easily. There is more management by consensus, where decisions are not imposed from above in a top-down approach, but arrived at by asking employees contribute in a process of consultation’.  

Do you think this trend will continue?

‘Yes. There are more women managers now, who are often more able to build consensus that traditional military-style authoritarian male managers!’
C. Empowerment

What, exactly, is empowerment?


‘Encouraging employees to use their own initiative, to take decisions on their own without asking managers first, is empowerment. Decision-making becomes more decentralized and less bureaucratic, less dependent on managers and systems. This is often necessary where the number of management levels is reduced.

To empower employees, managers need the ability to delegate, to give other people responsibility for work rather than doing it all themselves. Of course, with empowerment and delegation, the problem is keeping control of your operations: a key issue of modern management’.

3.1. Match the sentence beginnings (1-7) with the correct endings (a-g). The sentences all contain words from A.

             1. We are looking for a new CEO, someone with strong leadership
             2. Richard has real managerial flair

             3. In the police, leaders are held responsible

             4. The study concludes that a charismatic visionary leader is absolutely not required for a visionary company
              5. She is an extraordinary leader

              6. Thatcher had drive, energy and vision

              7. He was a born leader. When everyone else was discussing

                        a) but many thought it was the wrong vision.

                        b) and, in fact, can be bad for a company’s long-term prospects.

                        c) and has won the respect of colleagues and employees.

                        d) for the actions of their subordinates.

                        e) skills and experience with financial institutions.

                        f) what to do, he knew exactly what to do.

                        g) who will bring dynamism and energy to the job.

3.2. Complete the crossword with the correct forms of words from B and C.
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Across:

1,7 down What managers do, with or without talking to employees. (8,6)

5  Adjective to describe leading without consultation. (13)

8 Not easy to talk to. (7)

9 See 13 across

11 What the type of boss in 5 across does not do. (7)

13, 9 Managers deciding without talking to employees is a ______ -down ______ . (3, 8)

14 If managers ask employees to take on responsibility, they ______ . (8)

15 If all the decisions are not made in a company’s head office, it is ______ . (13)

Down: 
2 To allow employees to decide things for themselves. (7)

3 An organization where there are a lot of rules and procedures is _____ . (12)

4 If you decide without asking a manager, you use _____ . (10)

6 The adjective relating to ‘consensus’. (10)

7 See 1 across.

10 If decisions are not arrived at by consensus, they are ______ . (7)

12 Easy to see and talk to. (4)

3.3. Write an essay on the following:
What are the characteristics of a true leader? Do you think you have the qualities of a good manager/leader? Would you be authoritarian or approachable?
IV. Managing talent
A. Core components

Devising strategies to prevent the flight of talent

Is your company today held dependent on “core components” – talented individuals possessing the skills that make your products and services unique? If so, you’re not alone. In a study by the Corporate Leadership Council, a computer company recognized 100 core components out of 16.000 employees; a software company had 10 out of 11.000; and a transportation group deemed 20 of its 33.000 employees truly critical to performance. 

Core components will stay only as long as organizations can offer them something they desire. Bear in mind, though, that this phenomenon concerns a small group of highly skilled people. However, talent does not necessarily equate to an impressive title. Core components need to be senior executives, but could just as easily be people whose intellectual property is crucial to the organization, or whose particular expertise is difficult to replicate.

No company ever went bankrupt because it suffered from having too much talent. Recent research shows that only 7 per cent of all managers strongly agree with the statement “our company has enough talented managers to pursue all or most of its promising opportunities”.

In addition, 75 per cent of executives worldwide now rank human performance ahead of productivity and technology in terms of strategic importance. The same study also reveals that 80 per cent of all executives claim that by 2010 attracting and retaining people will be the leading success factor in strategy.

                                                                                                   Financial Times

B. Creatives and suits
An expert in workplace trends says:
‘Some activities depend on groups of freelance creatives for each project. For example, in film-making, the creatives, that is, the writers, director, etc., and the talent – the actors – come together for a particular project and then disband. This is a typical example of a virtual organization. The only permanent people in the company are the suits, the businesspeople, who bring the teams together for each project. Other industries work in similar ways.

For example, in software department, managers and programmers may come together to contribute to a particular project and then leave to work on others!


Note: ‘Suits’ is mostly used in the plural and is colloquial.
4.1. Look at the article in A and say if these statements are true or false:
Core components …

1. are highly skilled people.

2. are key to the functioning of some organizations.

3. are always senior executives.

4. have knowledge that is easy for other people to acquire.

5. are in plentiful supply.

6. and the way they work is thought to be more important than at least two other factors in a company’s success.

7. will be important for companies to recruit and keep in the future.

4.2. Complete the sentences with expressions from A:

1. Core components are employees who have been identified as ________ to the success of the company. 

2. People who have specialized knowledge or ________ are very valuable to the company. 

3. Some say that people are a firm’s most important assets, and therefore _______ ________ is key to its success.

4. For many hi-tech companies, ______ _______ is their most important asset, more important than their physical asset.

5. The problem with _____ is that it can just walk out of the door – we have to find ways of ________ it initially, and then _______ it so that it doesn’t go to competitors.

6. In fact, getting the best our of ______ _______ is the most important skill these days for many managers.
           4.3 Look at B. In a film project, are each of the following people ‘creatives’ or ‘suits’?

              1. the film director

              2. the finance director

              3. the actors

              4. the head of the film company

              5. the scriptwriter

              6. the costume designers

           4.4. Write a repot on the following:

                 Who are the core components in your organization or one you would like to work for? Why are they critical?

V. Team building

A. Teams 

In some (but not all) situations, tasks can be achieved more easily by teams with a common purpose, rather than by individuals. Of course, it’s important to develop team work through team building so as to get the best from the team.
B. Team players
Meredith Belbin 1 has identified these types of team members or team players:
a) the implementer, who converts the team’s plan into something achievable;

b) the co-ordinator, a confident member who sets objectives and defines team members’ roles;

c) the shaper, who defines issues, shapes ideas and leads the action; 

d) the plant, a creative and imaginative person who supplies original ideas and solves problems;

e) the resource investigator, who communicates with the outside world and explores opportunities;

f) the monitor evaluator, who sees all the possibilities, evaluates situations objectively, and sees what is realistically achievable;

g) the team worker, who builds the team, supports others and reduces conflict; 

h) the completer, who meets deadlines, corrects mistakes and makes sure nothing is forgotten.

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

a) forming: the group is anxious and feels dependent on a leader; the group tries to discover how it is going to operate and what the ‘normal’ ways of working will be;
b) storming: the atmosphere may be one of conflict between members, who may resist control from any one person; there may be the feeling that the task cannot be achieved;


1 Management Teams: Why They Succeed or Fail (Butterworth-Heinemann 1996)

c) norming: at this stage, members of the group feel closer together and the conflicts are forgotten; members of the group will start to support each other, there is increasingly the feeling that it is possible to achieve the task;

d) performing: the group is carrying out the task for which it was formed; members feel safe enough to express differences of opinion in relation to others;

e) mourning: the group’s work is finished, and its members begin to have pleasant memories of their activities and achievements.
5.1. Look at the types of team members in B and say if these statements are true or false:
      1. Implementers are not interested in final results.

      2. Co-ordinators tend to take a leading, organizing role.

      3. Shapers tend to follow what other people say.

      4. Plants can be useful in providing new ideas when the team has run out of steam.

       5. Some resource investigators might love using the Internet.
       6. Monitor evaluators are not good at seeing all sides of a problem.

       7. Team workers may help to defuse arguments between members. 

       8. Completers are bad at finishing things on time.

5.2. Members of a team brought together to work on a design project said the following things. Match them to the stages in C. (There are two sentences relating to each stage).

       1. 

       2.        

       
       3. 

       4. 
       5. 
       6. 

       7. 

       8. 


        9. 
       10. 
5.3. Answer the questions and make up the dialogue with them:

         What teams have you worked in or are you working in? Do you recognize the types in B in your team? What role do you usually play?

VI. The Right Skills

     A. 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, to9 manage people in tactful and non-authoritarian, non-dictatorial ways.

      B. Emotional intelligence
You’ve got the brains but have you got the touch?
While IQ has traditionally been the means by which we judge someone’s abilities and potential. EQ – the E stands for emotional – is the new benchmark for a new world. If you’ve got it, you’re more likely to be powerful, successful and have fulfilling relationships than if you haven’t. Emotional intelligence – the ability to understand and control your emotions, and recognize and respond to those of others – is emerging as the single most important and effective business and personal skill of the new century.

At American Express, financial advisers who’d been through emotional intelligence training improved sales by up to 20 per cent, significantly more than the company average. A ten-year study by Sheffield University of over 100 small – and medium-sized UK businesses found that people management  was three times as important as research and development in improving productivity and profitability and six times as important as business strategy.

Daniel Goleman, a US science journalist-turned-consultant with a background in psychology, first popularized the notion of emotional intelligence in the mid-nineties. Goleman defines five elements of emotional intelligence: self-awareness, self-regulation, motivation, empathy and social skills. Sceptics argue that this sounds suspiciously like the old soft skills, in management-course speak, dressed up in new clothing. But Tim Sparrow, of human performance consultants Buckholdt Associates, points out a crucial difference. ‘Soft skills training was only about interpersonal intelligence - relating to others. Emotional intelligence involves intrapersonal skills – knowing yourself – as well. You can’t be interpersonally intelligent if you don’t recognize feelings in yourself’.
                                                                                                     The Observer

6.1. Look at A. Were (a) hard skills or (b) 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 marketing 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. 

6.2.  Complete the sentences with appropriate forms of expressions from B:

         1. If someone is good at persuading employees to do things without making 
            them annoyed, they are good at ______ _____ .

         2. More generally, getting alone with people and avoiding tactless remarks 

             are examples of _____ _____ .
         3. Knowing your own emotions and feelings is _____ - ______ : this is an 

             ________ skill. Contrast this with the ability to get along with other 

           people: ________ skills.

        4. If you are able to control your own emotions, you have good ______ - 

            ______ .

        5. If you are able to understand how other people feel, you have _______ with

            them.

        6. The whole area is referred to by Daniel Goleman as ______ ______ . The 

           abbreviation for the way this is measured is ________ .

6.3. Find the words and phrases (1-6) in the article in B and match them to their meanings (a-f):

          1. benchmark                                  a) (gradually) becoming

          2. fulfilling                                     b) a reference point by which you judge 
                                                                     something

         3. emerging as                                 c) terminology from a management course

         4. sceptics                                        d) given a new image

         5. management-course speak          e) making you feel happy and satisfied

         6. dressed up in new clothing         f) people who doubt the truth of an idea  
6.4. Write a description of the soft skills required for your job or one you would like.

VII. What is quality?

  A. Defining quality

Staying in the lead means continually raising the bar
  
In 1980, a television documentary in the US entitled If Japan Can, Why We Can’t? announced that it had discovered the secret of Japanese competitive success: quality. Japanese companies were successfully dominating world markets because they had a quality system that allowed them to produce better products than their US rivals.

What was more, the documentary said, the Japanese had learned this quality system from US experts such as W. Edwards Deming and Joseph Juran. What US and other western businesses had to do now was relearn the techniques of quality management.


The central problem revolves around an understanding of what ‘quality’ is and how far the concept can be applied across the organization. Definitions can vary, but it is generally accepted that the three elements which constitute quality are fitness of the design, conformity to specification and satisfying customer needs.  


Today, quality is most often defined by the reaction of the customer who buys and uses the product. If the customer is satisfied, so the theory goes, the product is of sufficient quality. However, a strategy based on no more than meeting customer expectations is a dangerous one, as it opens the door to rivals that may produce better products.

                                                                                                           Financial Times
Note: Specifications are referred to informally as specs.

B. Quality in manufacturing
Serena Togliatti is customer relations manager at a large bank:


‘In services, there is a parallel situation to the one in manufacturing. The service received by the customer must be exactly what is planned and intended, and annoying mistakes, for example in their accounts, must be avoided.

From the customer’s point of view, quality could be defined in terms of customer approval, that is, recognition that we are satisfying customer needs and customer expectations. And if we exceed those expectations, there may even be customer delight. 
7.1.  Look at A and B and answer the questions:
   Which expression refers to:

      1. the idea of following a designer’s intentions?

      2. the work of making sure that the principles of quality are applied?

      3. approaching quality in a logical way?

      4. keeping customers happy?

      5. how good a design is for the purpose of the product it relates to?

7.2. Complete the table with words from A, B and C and related forms. Put a stress mark in front of the stressed syllable in each word of more than one syllable.

	Verb
	Noun

	approve (of)
	approval

	confirm (to)
	

	
	delight

	eliminate
	

	expect
	

	fit
	

	
	satisfaction

	specify
	

	
	tolerance

	vary
	


 Now use correct forms of the expressions above to replace the underlined words and phrases in this memo from the head of a package holiday company.

                                                                                                           CLUB SOLEIL

Memo

From: Jacqueline Toubon
To: All hotel managers


Buying a family holiday a family holiday is a big investment for a lot of people, both financially and emotionally. So, we don’t just want (1) them to be happy with what they get; we want (2) them to be extremely happy.

We want to avoid the situation where things are different from what customers were expecting and instead we want (3) standards to be exactly as described. When the hotel does not come to the description in the brochure, our clients are extremely angry. This means (4) avoiding changes or differences in relation to what we promise.

Customers may find that things are better than they thought they would be, for example, the food may be better or the rooms more comfortable. Although this may be a way of going beyond (5) what customers were hoping for, it is important to keep control of costs. To use a comparison with manufacturing industry, we have to keep standards within certain (6) limits.
6.3. Write an essay on the following:
What are the criteria for quality in your organization or one you would like to work for?

VIII. Quality standards

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

ISO has developed more than 14,000 International Standards, which it says are «documented agreements containing technical specifications or other precise criteria and guidelines to ensure that materials, products, processes and services are fit for their purpose”.
There are two series of standards for management systems: the ISO 9000 series on quality management and the ISO 14000 series on environmental management. Organizations can apply for certification to ISO 9001:2000 and ISO 14001:1996.

Note: Singular: criterion, plural: criteria
                                                               The ISO is the registered trademark

                                                               of the International Organization for 

                                                                standardization and is reproduced 

                                                                here by kind permission of ISO.
B. ISO 9000
The 2000 version of 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  they use.
c) measurable objectives – we have to be able to measure quality and 

     by how much it is improving.
d) resource management – how we manage the inputs to our 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 – 
    there is always room for improvement.
8.1. Complete the table with words from A. Put a stress mark in front of the stressed syllable in each word.
	
	Verb
	Noun
	Adjective

	1.
	certify/certificate
	certificate/certification
	certified/certificated

	2.
	apply
	
	

	3.
	
	standards/standardization
	



Now complete each sentence (1-3) with the correct form of the word from the table with the same number.

       1. ISO _____ will give us more credibility with our clients and so we’ve asked to be _______ by them.

       2. They told us to bring in ISO – approved consultants to check our operations and make our ______ through them.

       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!

8.2. Look at these examples of work on quality at a company producing car components. Match each one to an aspect of quality (a-g) in B:

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

        2. The senior managers invited a well-known 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 at all of their suppliers.

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

8.3. Find out about an organization (perhaps your own or one of its suppliers) that has adopted standards such as ISO 9000. How have they changed the way that the company works?

IX. Knowledge management

A. Sharing knowledge  

Leila Vidal is chief knowledge officer at a multinational insurance company:

‘Everything we do is based on knowledge – knowledge of our customers and what they need to ensure against knowledge of our competitors, and so on.

We want to make sure that this knowledge is shared by everyone in the organization. For example, subsidiaries in different countries can benefit from the competencies and know-how (theoretical and practical knowledge) in other parts of the company so they

· don’t have to reinvent the wheel and develop something that has already been done elsewhere;

· can raise their standards of efficiency to reach the best practices in the organization.

This is all part of knowledge sharing!’
B. The learning organization

‘One way of making knowledge available to everyone is through the company intranet: information is made available on the company’s computer system so that all employees have access to it. 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 account of information.


Knowledge is our intellectual capital and we want to exploit it and develop it. We are great believers in professional development – employees spend 10 per cent of their time on training courses. We think of ourselves as a learning organization and we centralize our training at our company university, using our own managers as trainers, as well as bringing trainers in from outside.


We have to fight against managers who think that they can enhance their power by hogging knowledge, i.e. keeping it for themselves. They argue, wrongly, that employees should be informed on a need-to-know basis.

Another problem is managing this knowledge and making it available in usable ways, so that people aren’t overwhelmed by information overload.’ 

9.1. Read the article relating to the ideas in A and B opposite. Then complete the sentences below with appropriate forms of expressions from the article.

The next big thing

Is Knowledge Management an electronic or a people revolution? - asks Adrian Barrett. 

Whilst knowledge management is a concept that has its roots in the libraries of antiquity, its metamorphosis into today’s hot management topic has been based on recent developments in technology which have allowed the effective management of huge amounts of information.


Many international organizations now use intranets to make the sharing of information possible across offices separated by thousands of miles and disparate time zones. The professional services firm, Ernst and Young, for example, has developed Knowledge Web, an intranet of over a million pieces of information managed by a sophisticated search engine and used by some 70,000 practitioners in over 140 countries worldwide.


In the same sector, KPMD uses Kworld, a global messaging and knowledge sharing system developed in conjunction with Microsoft. In addition to disseminating information on existing clients, the system allows users to tap into information about potential clients and to gather information on market developments around the world.


The phenomenon is not just limited to professional services firms. Telecommunications giant BT has been developing its own Internet since 1994, which is now accessed more than 14 million times every month by the company’s 85,000 users. The version employed by industrial conglomerate GKN includes facilities termed Innovation and Learning, for sharing ideas on business development, and Fast Forward, which accesses business processes to identify and transfer best practice throughout the group.


For the technology to be effective, however, it needs to provide much more than just a platform for information sharing. According to Craig Ramsay, director of operations at e-business consultancy Scient, it is important to ensure content “comes with both a context and a shelf life. The key challenge is understanding what the end user is trying to accomplish with the content and then delivering the right content in the form best suited to accomplishing that task while keeping the knowledge up to date”. Without these controls, companies risk making the information deluge from which we all suffer into an overload.

                                                                                                             The Guardian    

        1. Knowledge management has changed dramatically in recent years. This _________ has meant it has become an important management topic.

        2. If things are different and unconnected, they are _________ .

        3. If you ______ information, you distribute it.
        4. If you _____ information, you collect it.

        5. An important, successful, development, etc. is a _______ .

        6. If you _______ or _______  ________ information, you can find and use it.

        7. If you _____ information, you evaluate it.

        8. The company intranet can provide a ______. Or opportunity for sharing ideas.

         9. Information must be looked at in relation to other information – this is its _________, and it is only useful for a limited time – this is its _______ .

         10. It is important to know what users are trying to achieve or _________ with the information that they obtain.

         11. An ________ of information is when there is too much of it to handle effectively.  
9.2. Write an essay on the following: “How is knowledge shared in your organization or one you would like to work for?”
X. Read and translate the text:

MANAGEMENT INFLUENCES EVERYONE

In our society, important work is done by individuals with such titles as production manager, marketing manager, restaurant manager, chairperson, dean, superintendent, ship captain, mayor, and governor. These individuals may work in different types of organizations with different purposes, but they all have one thing in common: they practice management. Furthermore, our society depends on the goods and services produced by the organizations these individuals manage.

Each of us is influenced by the actions of managers ever day because we come into contact with organizations every day. Our experiences may be as students in a college, patients in a hospital, customers of business, or citizens of a state. Whether we are satisfied with our experiences, however, depends greatly on the individuals who manage the organization. All organizations are guided and directed by the decisions of one or more individuals who are designated managers. Managers at different levels may work in various areas within an organization. In any given firm, there may be marketing, financial, operations, human resource, administrative, and other kinds of managers.

Marketing managers are those whose primary duties are related to the marketing function – getting whatever the organization produces (be it Ford automobiles, newsweek magazines, or Associated Press news reports) into the hands of consumers and clients. Key areas of concern are product development, promotion, and distribution.

Financial manager deals with organization’s financial resources. Their areas of concern include accounting, cash management and investments. In some business such as banking, financial managers are found in especially large numbers.

Operations managers are primarily concerned with establishing the systems that create an organization’s products and services. Typical responsibilities include production control, inventory control, quality control, plan layout, and site selection

Human resource managers are concerned with hiring, maintaining and discharging employees. They are typically involved in human resource planning, employee recruitment and selection, training and development, designing compensation and benefit systems, formulating performance – appraisal systems, and discharging low-performing and problem employees. Until the last several years, human resource managers were not considered to be particularly important in many organizations.

10.1. Answer the following questions, using the information from the text:

        1. What can you say about marketing managers?

        2. What do you know about financial manager?

        3. What do operation managers do?

        4. What do you know about human resource managers?

        5. What can you say about administrative managers?

        6. What other kinds of managers do you know?

10.2. Read and translate the sentences. Ask as many questions as you can to the given sentences.

         1. The manager said that the tests of the new model of the car were to start in a quarter of an hour.

         2. Mr. Collins, sales manager of Goodman and Co., met the delegation at the airport.

        3. Leonard Jones is a financial manager of the Washington Post Company.

10.3. Make up the sentences with the following word combinations:

         different types of organization, in common, to come into contact, to be guided, marketing manager, started the career, areas of managers, financial manager, human resource

10.4. Read and translate the sentences, find the verbs and define their tenses:

      1. Bruce succeeded in driving the English army out of Scotland, after he had defeated it in a great battle.

      2. The results of the voyage organized by Columbus were of the greatest importance for the development of such European countries as England, Spain and Holland.

      3. This serious problem was carefully studied by our scientists trying to discover all the secrets of nature.

      4. While the young man was playing the piano we sat listening to the beautiful sounds of his music.

      5. To understand this you have to remember that things seem strange only if they are unknown to you.

      6. I can’t understand the language spoken by these people.

      7. By acting carelessly he failed to reach the place he had been ordered to inspect.

      8. He thought that I was afraid of being sent on an expedition.    

10.5. Fill in the necessary form of the verbs (Past Simple or Past Continuous):

      1. We ______ (to review) safety procedures when the accident _____ (to happen).  
      2. While we _____ (to clean) the tanks the chemicals ____ (to pollute) the river.

       3. The plant _____ (to operate) at full capacity before the explosion _______ (to happen).

        4. We _____ (to turn off) the supply because the pipe ______ (to leak).

        5. As the equipment ______ (to get old) we ______ (to decide) to replace to it.

        6. When the fire ______ (to start) she _____ (to wear) protective clothing.

        7. While the company ______ (to investigate) the accident the government _______ (to introduce) new regulations.

        8. The risk of explosion _______ (to be) highest precisely when workers _______ (to repair) the pipe.

10.6. Fill in the words: very, too, enough. 

Below is an extract from a letter from a printing firm to a dissatisfied customer.

We were _____ sorry to hear that you are not satisfied with the printing work which we sent last week and in particular that the red colour is ____ strong. We checked the work _____ carefully before it was dispatched and we felt that it was good ______ to meet our _____ high standards. However, since you are not happy, our representative will visit you on Friday to discuss the problem. We understand your need is urgent so I hope this is soon _____ to fit in with your schedule. If it is ______ late please telephone us.
10.7. Define the succession of the significance of the given things in the manager’s activity:

1. salary                                 1. -   
2. good looks                         2. –
3. diploma                             3. –

4. authority                            4. –

5. competence                       5. –

6. adaptability to change       6. – 
7. gift from the Gods             7. –

8. life experience                   8. –

9. communicability               9. –

10.8. Read and translate the given information. Answer the following question: What are the main categories for managers?
Categories for managers

The following five categories illustrate concerns for all managers:
Planning
· establishing goals and standards

· developing rules and procedures

· developing plans

· forecasting and projecting the future

          Organizing
· giving each member of the management team a specific task

· establishing departments

· delegating authority

· establishing channels of authority and communication

· co-ordinating the work of the management team

              Staffing
· deciding what type of people should be hired

· setting performance standards

· evaluating performance

· counseling

              Leading
· getting others to get the job done

· maintaining morale

· motivating subordinates

              Controlling
· setting standards
· checking to compare actual performance against standards

· taking corrective action, as needed
10.9 Read and translate the definition of the following terms:
1. Bank manager is the name given by customers to the manager in charge of a branch of a bank. Up to a fixed limit, he may lend money without reference to the head office. He is officially called a branch manager.

2. Branch manager is a responsible person placed in charge branch, i.e. a local division, of a business or other organization. The branch, manager of a bank is also called a bank manager.

3. Commercial manager is one who is responsible for the successful control of the commercial activities of an organization, i.e. buying and selling so as to produce a profit.

4. District manager in a large concern, is a manager who has the responsibility for a district in which there are several branches of the business or other organization. He is under the orders of the general manager and controls a number of branch managers.
5. Office manager is in charge of an office, especially a departmental office in a business or factory; he has special responsibility for dealing with documents, records and the passing of information such as reports and returns needed not only by the higher management but also by the other managers, foremen and ordinary workers.

6. Personnel manager is a manager responsible for all matters concerning the employment of factory workers, office and travelling staff. He is usually under the direct orders of the general manager or the personnel director. (Syn. staff manager).

7. Sales manager is a manager who is responsible for the work of a sales department. He controls the work of the office staff, the home sales manager, the export manager and the sales representatives or travellers. In a large organization he is under the orders of the sales director.

8. Middle manager is an unflattering term referring to the large number of managers who are neither at the top of the managerial ladder nor obviously at the bottom of it. Middle managers are often based at a company’s head office, filling out the corporate pyramid between the directors and the line managers.  

10.10 Will you be a good manager? Choose the statements which show your attitude to the given situations:
1. If there’s an unpleasant job at work that has to be done, I would _____ 

        a) do it myself.

        b) give it as a punishment to someone who’s been going off.

        c) hesitate to ask a lower-level employee to do it.

        d) ask someone to do it.

2. If my boss criticized me, I would ____

         a) feel bad.

         b) show the boss where he is wrong.

         c) try to learn from the criticism.

         d) apologize for being stupid.
3. If an employee wasn’t working out, I would _____ 

         a) give him or her room to make a bid mistake.

         b) do everything I could to help the employee work out before I had to fire the person.

        c) put off firing the employee as far as possible.

        d) get rid of the employee as quickly as possible if the person wasn’t any good.

4. If my salary increase wasn’t as large as I thought it should be, I would ____

       a) tell the boss in no uncertain terms what to do with it.

       b) keep quiet.

       c) say nothing, but show my dissatisfaction to the boss in other ways.

       d) ask the boss why it wasn’t larger.

5. If a lower-level employee continued to ignore instructions after I had told the person something for the third time, I would _____

        a) try to give him something else to do.

        b) keep telling the employee until the job was done right.

        c) tell the employee that if he doesn’t do the job right the next time, there won’t be a next time.

        d) try to explain what I want in a different way.

6. If the boss rejects a good idea of mine, I would ______ 

         a) ask why.

         b) walk away and feel bad.

         c) try to bring up the idea again later.
         d) think about joining the competition.

7. If a co-worker criticized me, I would ____

         a) give the co-worker back twice the dose he gave me.

         b) avoid the co-worker in the future.

         c) try to determine whether the criticism has merit.

        d) worry that co-worker didn’t like me.

8. If someone told a joke that I didn’t understand, I would _____

         a) laugh with the rest of the group.

         b) tell the person that it was a lousy joke.

         c) tell the person that I didn’t understand.

         d) feel stupid.

9. If someone points out the mistake I’ve made, I would _____ 

         a) sometimes deny it.

         b) feel very guilty.

         c) figure it’s only human to make mistake now and then.

         d) dislike the person.

10. If someone working for me were to foul up a job, I would _____

          a) blow up.

          b) hate to tell him about it.

          c) discuss with that person the proper way to do the job.

          d) not give that person the job again.

11. If I had to talk to a top executive, I _____

           a) couldn’t look the person in the eye.

           b) would feel uncomfortable.

           c) would get a little nervous.

           d) would enjoy the interchange.
12. If a lower-level employee asked me for a favour, I would ____

            a) sometimes grand it, sometimes not.

            b) feel uncomfortable if I didn’t grand it.

            c) never grand any favours if I could help it so that I wouldn’t set a bad precedent.

             d) always give in.

Put you the marks according to the right answers in the table:

	1-A
	5-D
	9-C

	2-C
	6-A
	10-C

	3-B
	7-C
	11-D

	4-D
	8-C
	12-A


Evaluate your potential as a future manager according to the table:

	10-12
	Excellent

	8-9
	Good

	6-7
	Fair

	6 or less
	Poor


XI. Read and translate the text:

Management and leadership

A manager is a person who is able to get things done through others. How he or she accomplishes goals depends on a situation. There is no such thing as leadership traits that are effective in all situations, nor are the leadership styles that always work best. Leadership depends on followership, and followership depends on the traits and circumstances of the follower. In general, though, one could say that good leaders tend to be flexible, able to identify with the goals and rules of followers, good communicators, sensitive to the needs of others, and decisive when the situation demands it.


But ever manager has to remember the following rules of leadership so as to become an “an effective executive”.

The 12 golden rules of leadership
1. SET A GOOD EXAMPLE. Your subordinates will take their cue from you. If your work habits are good, theirs are likely to be too.
2. GIVE YOUR PEOPLE A SET OF OBJECTIVES AND A SENSE OF DIRECTION. Good people seldom like to work aimlessly from day to day. They want to know not only what they’re doing but why.

3. KEEP YOUR PEOPLE INFORMED of new developments at the company and how they’ll affect them. Let people know where they stand with you. Let your close assistants in on your plans at an early stage. Let people know as early as possible of any changes that’ll affect them. Let them know of changes that won’t affect them but about which they may be worrying.

4. ASK YOUR PEOPLE FOR ADVICE. Let them know that they have a say in your decisions whenever possible. Make them feel a problem is their problem, too. Encourage individual thinking.

5. LET YOUR PEOPLE KNOW THAT YOU SUPPORT THEM. There’s no greater morale killer than a boss who resents a subordinate’s ambition.

6. DON’T GIVE ORDERS. Suggest, direct, and request.

7. EMPHASIZE SKILLS, not rules. Judge results, not methods. Give a person a job to do and let him or her do it. Let an employee improve his or her own job methods.
8. GIVE CREDIT WHERE CREDIT IS DUE. Appreciation for a job well done is the most appreciated of “fringe benefits”.

9. PRAISE IN PUBLIC. This is where it’ll do the most good.

10. CRITICIZE IN PRIVATE.

11. CRITICIZE CONSTRUCTIVELY. Concentrate on correction, not blame. Allow a person to retain his or her dignity. Suggest specific steps to prevent recurrence of the mistake. Forgive and encourage desired results.

12. MAKE IT KNOWN THAT YOU WELCOME NEW IDEAS. No idea is too small for hearing or too wild for consideration. Make it easy for them to communicate their ideas to you. Follow through on their ideas.

The 7 sins of leadership

On the other hand, these items can cancel any constructive image you might try to establish.

1. TRYING TO BE LIKED RATHER THAN RESPECTED. Don’t – accept favours from your subordinates. Don’t do special favours trying to be liked. Don’t be soft about discipline. Have a sense of humour. Don’t give up.
2. FAILING TO ASK SUBORDINATES FOR THEIR ADVICE AND HELP.

3. FAILING TO DEVELOP A SENSE OF RESPONSIBILITY IN SUBORDINATES. Allow freedom of expression. Give each person a chance to learn his superior’s job. When you give responsibility, give authority too. Hold subordinates accountable for results.

4. EMPHASIZING RULES RATHER THAN SKILL.

5. FAILING TO KEEP CRITICISM CONSTRUCTIVE. When something goes wrong, do you tend to assume who’s at fault? Do you do your best to get all the facts first? Do you control your temper? Do you praise before you criticize? Do you listen to the other side of the story?

6. NOT PAYING ATTENTION TO EMPLOYEE GRIPES AND COMPLAINTS. Make it easy for them to come to you. Get rid of red tape. Explain the grievance machinery. Help a person voice his or her complaint. Always grant a hearing. Practice patience. Ask a complainant what he or she wants you to do. Don’t render a hasty or biased judgement. Get all the facts. Let the complainant know what your decision is. Double-check your results. Be concerned.

7. FAILING TO KEEP PEOPLE INFORMED. In fact, any one manager may use a variety of leadership styles depending on whom he is dealing with and the situation. A manager may be autocratic but friendly with a new trainee; democratic with an experienced employee who has many good ideas that can only be fostered by a manager who is a good listener and flexible; and laissez faire with a trusted, long-term supervisor who probably knows more about operations than the manager does. To summarize:

- In general, managers have certain traits such as judgement, liveliness, and sociability that differentiate them from nonmanagers, but those traits differ in different managerial situations. 
- Different styles of leadership can be used effectively, ranging from autocratic to laissez faire; which style is most effective depends on the people and the situation.

- A truly successful manager has the ability to use a managerial style most appropriate to the situation and the employee involved.

11.1. Ask 7 questions to the following text.

11.2. Fill in the necessary form of the verbs (Past Simple or Past Continuous):


Below is an extract from a report on an accident at a construction site.


On Monday at 16.30 a construction worker was hurt at the Iribas plant. The foreman said that four men _____ (to work) on a roof when a crane ______ (to hit) the wall of the building. One of the men ______ (to slip) and ____ (to fall) to the ground. The crane driver _____ (to try) to lift a metal pipe when he ____ (to lose) control. A preliminary report identifies three factors which contributed to the accident: the injured worker _____ (not to wear) a safety harness. The crane _____ (to work) in a prohibited area. It ______ (to rain), so work should have been stopped.  

11.3. Fill in the gaps with the words from the table:

	      everywhere       each      everyone     every day      everything      every


1. ______ in this workshop has done an apprenticeship with an engineering company.
2. More than 400 machine tools are produced here ______ except Saturday and Sunday.

3. ______ production line runs continuously, for 24 hours.

4. _______ eight hours a supervisor checks the level of output.

5. ________ is maintained by our own team of fitters.

6. All the production is distributed to agents ____ in Europe.

11.4. Complete the dialogue between the Manager Director (MD) and the Personnel Manager (PM), using the words from the table. The first has been done for you.

	  promotion and marketing communications           cost and price decisions

     how to take decisions          manage            accounting for managers

  sales       new technology        MBA          learn about management structures

     read the balance sheet               specialized management-training courses

                              distribution            computer systems results


	MD: John, we must think about (1) specialized management-training courses for

          our junior managers.


PM: Yes, our promising younger people need to (2) _____ _____ ______ _____ .

MD: They need to know (3) _____ _____ ____ _____ and the (4) ______ of these 

         decisions.

PM: And, of course, (5) _____ _____ _____ is essential. And they must know how 

        to (6) _____ _____ _____ ____ .

MD: Without it, they will never (7) _____ successfully, and they won’t know 

          anything about stock control, costing, pricing … you name it.

PM: Yes, (8) _____ _____ _____ ____ depend on knowing this.

MD: Of course, that’s not the only thing they need to know. (9) ____ _____ means 

         that they need to know about things like (10) _____ _____ .

PM: What else?

MD: (11) ______ , for example.
PM: Yes, and I think that the (12) ______ _______ ______ departments need 

         managers with this background, as well as the (13) ______ department.

MD: Even the (14) _____ managers could benefit, too.

PM: Perhaps we should only appoint managers with a Harvard (15) ____ !

11.5. Choose the best variant:

Business structure
	e.g. 1. The employees responsible for carrying out general office duties, filling in

            forms and keeping statistics are  a (clerks).
                               a. clerks     b. accountants    c. supervisors


2. The employees who sell a company’s products are the sales representatives, usually known as ____ .
           a. vendors       b. renters          c. reps 
3. The employees who decide what to purchase, and who make the purchases of finished goods or components to be made into goods, are the _____ .

           a. choosers          b. procurers         c. buyers

4. The employees who are responsible for seeing that the finished goods are well made are the _____ .

           a. packers        b. quality controllers  c. financial staff

5. The clerical workers who use typewriters or word processors and who produce letters, memos or other documents, are ______ .
         a. secretaries             b. editors              c. copywriters

6. The employees who check a company’s financial affairs are the _____ .

          a. statisticians           b. accountants          c. counters

7. The employees who are responsible for preparing checks, pay packets and payslips are the _____ .

            a. wages clerks     b. filling clerks           c. paying clerks

8. The workers who process data, under the control of managers and supervisors, are the computer _____ .

             a. hackers           b. operators                 c. screeners

9. The person who greets a visitor and tells him or her how to get to the right office is the ______ .

              a. manager              b. president           c. receptionist
10. The employees who deal with a company’s telephone calls are the _____ .

              a. VDU operators         b. telex operators             c. switchboard operators

11.6. Complete the crossword.
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Across:
1. United Nations Industrial Development Organization.
2. To send goods, services, ideas or people to another countries.

3. The money gained in a business deal, esp. the difference between the amount earned and the amount spent.

4. An aim or target.

5. The actions of identifying, satisfying and increasing the buyer’s demand for a company’s products, part of a company that deals with this.

6. The person who chooses or suggests someone or something for a position.

Down:
7. Lack of paid work, unused labour.

8. The usefulness or importance of something.

XII. Job interview
A. The job advertisement

Read attentively the job advertisement below that was published in a Russian business newspaper. As you read, try to figure out the meanings of all the unfamiliar words.

	SALES AND MARKETING
Coordinator in Samara / Yekaterinburg / N. Novgorod

The position:
- evaluate performance of present and new distributors in the area

- travel to various cities in the region

- monitor competitors’ activities

- evaluate market possibilities

- support and develop sales of our distributors

The applicant:

- must be sales- and cost- oriented, trustworthy

- know the region very well and be able to travel extensively
- possess excellent PC skills

- native Russian, fluent in spoken and written English

Experience in sales is preferable. The new Coordinator will compile weekly written sales and marketing reports. The person should be ready to start immediately. All the necessary corporate training will be provided. The company will provide a car and PC, but the person must work from his home in the beginning.


(Adapted from The Career Forum. 23 October – 5 November’99, p. 7)
 12.1. Answer the following questions:
          1. What are the job responsibilities?

          2. What qualities should an applicant possess?

          3. What are the specific conditions of the job offered?

12.2. The job advertised above was offered by a foreign company operating in Russia. Nikolai Kuznetsov applied for the position and was invited for a job interview.


Before you read the interview, make sure that you know the meanings of the following words:

	       trust            possess      cost-effectiveness     primary goal       repay      aware                    

                   sufficient       actually     exactly    worry     healthy    specifics


A. Hello. I’m Lora Stern, the Personnel Officer in the Russian branch of this

       company. 

B. Hello, glad to meet you. I’m Nikolai Kuznetsov. My job interview was for 

      10 a.m. I’m five minutes late. I’m sorry, I …

A. Don’t worry about it. Please, sit down. Now, let’s see. I have your resume here. 

     I would like to ask a few questions.

B. O.K.

A. You haven’t had a job as a Sales and Marketing Coordinator before.

B. Well, no … Actually, I have not exactly. But I have had three years’ experience 

      as a Sales Representative, as you can see from my resume. It gave me a good 

      knowledge of the region and sales situation. Besides, I was with the Marketing 

     Department of Samara Industries for two years.

A. So, you think that your experience in sales and marketing is sufficient for the 

      job.

B. I hope so. And I can learn what I do not know.

A. Do your family situation, health, and other circumstances permit you to travel 

     extensively?

B. Oh, yes. I am married as you know and I have a son. But my son is already

     twelve and my wife understands that I need to travel a lot in my job. I’m quite 

     healthy so there is nothing to prevent my travelling.
A. Fine. I see that you speak very good English though Russian is your native 

     language. Where did you learn English?

B. Oh, first at school, then at the university, and also in an intensive English 

    program. Besides, I had a two-month training course in the United States three 

    years ago.

A. That’s wonderful. And what about your PC skills?

B. You can trust them. As you can see from my CV, I have had good training. 

     Besides that, computers are my hobby.

A. I see. An important part of your job will be evaluating market possibilities and 

     competitors’ activities. Do you believe yourself to be well trained for that?

B. That’s just what I was doing for Samara Industries. I mean my job at the 

     Marketing Department. As to specifics, I count on the corporate training that 

      your job advertisement promises.

A. Oh, yes. What will you set as your primary goal if you get this job?

B. I think it will be cost-effectiveness. I’m very cost-oriented, you know. I’m sure

      that anything done in sales and marketing, like promotion campaigns, should 

      not only repay what’s invested, but bring good profits.

A. OK … You are aware that you won’t have your own office at the beginning. 

     You will be provided with a car and a PC, but you’ll have to operate from 

      home. It was in the job advertisement. Will that be a problem?

B. Not at all. I plan to travel most of the time because I think I must be in direct 

      contract with distributors. I will need an office mainly for compiling my 

       weekly reports. And I can do that at home.
A. Your job will be a team job. You’ll have to work with many people. What do

      you think about that?

B. I’ve always worked in teams and I’m used to it. I think am a team worker by

     nature.

A. Thank you, Nikolai. Do you have any questions to ask me?

B. Oh, well, if I get the job, I think I’ll have a lot of questions to ask. But now it’s a 

    little bit too early.

A. OK. Fine. When can you start if you are given the job?

B. Any time.

A. Thank you. We’ll let you know when we make a decision.

B. Thank you. Good-bye.

A. Good bye.

     - Identify the questions the interviewer asks, and state how they match the job requirements in the advertisement.
     - Relate the answers Nikolai gives to these questions, and how his answers match the job requirements in the advertisement.
     - Think over the structure of the job interview, as it can be deduced from the interview that you have read. What questions are usually asked, what is their order, etc?

      - Project work. Write the scheme of a job interview for an interviewer. Begin like this:

          1. Greet the applicant and introduce yourself.

          2. Try to make the applicant feel at his/her ease.

          3. Ask questions about the applicant’s job experience, etc.

12.3. In the example shown below, you can see a typical evaluation sheet, used by interviewers to evaluate the results of job interviews (i.e. their impressions of the candidate). Read it carefully, noting that each quality is scored from one to ten by the interviewer before drawing a general conclusion.

	EVALUATION SHEET
Position _________________________________________________

Name ___________________________________________________

                                                                   Score

                                                                          -                         +

                                                                         1 2 3 4 5 6 7 8 9 10
Background:
Education:                                                        __________________________

Experience:                                                      ___________________________

Languages:                                                      ___________________________

Behaviour and communication:
Communication skills:                                     ___________________________

Ability to listen:                                               ___________________________

Manners:                                                         ____________________________

Culture:
Appearance (presentability):                            ___________________________

Personal qualities:
Ambition:                                                         __________________________

Dynamism:                                                      __________________________

Organizational skills:                                       ___________________________

Ability to work in teams:                                ___________________________

Ability to be a leader:                                      ___________________________

General impression of the candidate

And conclusion (what decision is recommended)  _______________________


          - Evaluate Nikolai as if you were the interviewer. Discuss your evaluation with the whole group.

12.4. Complete the following sentences, using words and expressions from the box.
	   capacity for strategic thinking           commercial sense         hard-working

        people-oriented      excellent communicative skills           open-minded

                   team-work         responsible and loyal         punctual


1. He is never late; he is very ______.

2. Jane is always ready for new ideas; she is quite ______ .

3. Their Chief Executive Officer is _______; he thinks about people first.

4. To be good at starting new businesses you must have a _______ .

5. Working in trade requires a good _________ .

6. The position of a Public Relations Manager requires ______ .

7. Being in business is a hard job so success is for ______ people only.

8. You cannot do everything alone, to succeed you must be good at ______ .

9. This job deals with confidential information; only a _______ person, can be appointed to his position.

12.5. Will your story in business be a success story? Answer the following questions truthfully and you will find out. Choose only one of the three answers to each question, and do not look ahead to what is written at the end of the questionnaire.
Can you start things yourself? 
· I always know what to do myself; nobody tells me.
· If somebody starts me going, then I go on by myself.

· I start doing something when I really have to.

Are you good at relations with other people?
· I like people, and can relate to almost everybody.

· I have a lot of friends, but other people don’t really interest me.

· I prefer to be alone. People create problems.

Are you a natural leader?

· I can usually get other people to do what I want to be done.
· If somebody tells me what needs to be done, I can command other people to do it.

· I usually follow other people’s orders and recommendations.

Are you one to take responsibility?
· I prefer to be responsible myself for what is being done.

· I take responsibility if there is no other way, but when possible, I prefer others to take it.

· I usually wait for someone else to take the responsibility.

Are you a good organizer?
· I always make a plan first. If teamwork is needed, I’m usually the one to do the planning.
· If things get out of hand, I may stop doing what I was doing to correct the matter. But if everything is running smoothly, I leave it alone.

· I avoid problems and take things as they come.

Are you hard-working?
· Yes, I will work as hard and as long as needed for something I want.

· I can work really hard for some time, but when I feel that’s enough for me, I’ll stop.

· Hard work isn’t really what brings results.

Can you make decisions?
· I can, and do so quickly if I have to. The results are usually good.

· I can make decisions, but I need time to think; or I will be sorry later that I didn’t decide differently.

· I’d rather let somebody else decide.

Do you always do what you say?
· Yes, absolutely. People can always trust what I say.

· For the most part, I do, but sometimes I say what’s easiest to say, and then forget about it.

· If I think the other person won’t know, I say what’s easiest to say, and then forget it.

Do you always finish what you begin?

· Yes, and nothing stops me.
· I usually do, if everything goes all right.

· If it doesn’t go well from the start, I quit.

Are you healthy?
· I’ve never been ill a day in my life.

· I generally have enough energy for what I want to do.

· I get tired pretty quickly.

(Adapted from: Checklist for Going into Business. Management Aid # 2.016, U.S. Small Business Administration, 1985).

Now look at the results. If you have chosen the first answers for the most part (at least 80% of the time), ORGANIZE YOUR OWN BUSINESS. You have all the personal qualities to do so. If the answers you chose were usually the second, WORK WITH A PARTNER. Maybe he or she will have the qualities that you lack. If you chose mostly the third answers, you should WORK FOR SOMEBODY ELSE.
12.6. Write a short essay (50-60 words) identifying the personal qualities you lack for being a good businessman. 
12.7. Here are some questions that administrators in this country recommend that you be prepared to answer in a job interview. Read them carefully. 

       1. What are your goals in life for the near future and for 3-5 years ahead?

       2. Are all your goals career-oriented? What other objectives do you have for the next 3-5 years?

      3. Can you describe what you want to do and achieve in your life?

      4. Why have you applied for this job? What interests you most about it?

      5. How do you think you can be useful to us and to our business?
    6. What things interest you most about any job? Which of your jobs has been most interesting?

    7. What is more important for you – money or the job itself?

    8. Do you think your education has sufficiently prepared you for this job?

    9. Do you plan to continue your education if you are employed by us?

    10. What do you think are your strong points?

    11. What do you think are your weak pints?

    12. What stimulates you most and makes you do your best when you work?

How would you answer these questions? Record your answers in writing.

Модуль 3 (28 годин).
Кадрова політика та бізнес менеджмент.
Modulus 3.

Personnel Policy and Business Management.
I. Organizations I
A. Business and businesses
Business is the activity of producing, buying and selling goods and services. A business, company, firm or more formally, a concern, sells goods and services. Large companies considered together are referred to as big business.


A company may be called an enterprise, especially to emphasize its risk-taking nature.


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

A large company, especially in the US, is a corporation. The objective, corporate, is often used in these combinations:

                - corporate culture         - corporate headquarters     - corporate image
               - corporate ladder         - corporate logo                    - corporate profits
B. Commerce
Commerce is used to refer to business:
· in relation to other fields: ‘literature, politics and commerce’.

· In relation to government departments that deal with business : the US Department of Commerce.

· In the names of organizations which help business: chambers of commerce.

· on the Internet: electronic commerce or e-commerce.

The adjective commercial; describes money=making business activities:

       - commercial airline         - commercial artist     - commercial television  
                 - commercial disaster       - commercial land
C. Enterprise

In 1970s Britain, there were state-owned or government-owned companies in many different industries such as car manufacturing and air travel. Some industries had been nationalized and were entirely state-owned, such as coal, electricity and telephone services. In the 1980s, the government believed that nationalized companies were bureaucratic and inefficient, and many of them were privatized and sold to investors.

Enterprise is used in a positive way to talk about business, emphasizing the use of money to take risks. 

D. Word combinations with ‘enterprise’:

      free           enterprise        business activity owned by individuals, rather than                private                                        the state


  enterprise      culture         an atmosphere which encourages people to make 

                                            money through their own activities and not rely on the 

                                             government
                      economy        an economy where there is an enterprise culture

                      zone               part of a country where business is encouraged because 

                                               there are fewer laws, lower taxes, etc.

1.1. Correct the mistakes using words and expressions from A:
      1. Before we employ people, we like to put them in job situations to see how they do the work and fit into the corporate ladder.

      2. The company has built a grand corporate logo as a permanent symbol of its power.

      3. Our stylish new corporate culture shows our wish to be seen as a more international airline.

      4. The economy is growing and corporate headquarters are rising.

      5. The rules were introduced to protect women working in factories, but today they make it harder for women to climb the corporate image.
      6. Companies hit by computer crime are not talking about it because they fear the publicity will harm their corporate profits.

1.2. Someone is talking about the word combinations in B. Which are they referring to each time?

       1. It carries passengers and goods, it’s not military.

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

       3. It receives no money from the state to make its programmes.

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

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

1.3. Use expressions from D to complete this text:

          Margaret Thatcher often talked about the benefits of (1) _____ ______ or (2) ______ ______ . She said that her achievement was to establish an (3) _____ _______ in Britain, an economy where people were encouraged to start their own companies and where it was acceptable to get rich through business: an (4) ______ _______ . 


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

1.4. Over to you

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

In your country, which of these industries are in the public sector, and which are in the private sector? Which have been privativized?

             - bus transport      - electricity supply        - postal services
             - rail transport      - telephone services       - water supply

II. Organizations II

A. Self-employed people and partnerships

I’m freelance graphic designer, a freelancer. That means I work for myself – I’m self-employed. To use the official term, I’m a sole trader.


Note: You usually describe people such as designers and journalists as freelancers, and people such as builders and plumbers as self-employed. 


We have set up our own architecture partnership. There are no shareholders in the organization apart from us, the partners. A lot of professional people like lawyers, accountants and so on, work in partnerships.


Sole owner and sole proprietor are also used both in BrE and AmE. Sole trader is not used in the US. 
B. Limited liability
	I’m the managing director and main shareholder of a small electronics company in Scotland called Advanced Components Ltd. ‘Ltd’ means limited company. The other shareholders and I have limited liability: we do not have to use our personal property, such as a house or car, to pay the company’s debts. 


	I’m the chief executive of a British company called Megaco PLC. ‘PLC’ means public limited company, so anybody can buy and sell shares in Megaco on the stock market.


	I’m CEO of Bigbucks Inc. ‘Inc’ stands for Incorporated. This shows that we are a corporation, a term used especially in the US for companies with limited liability. 


C. Mutuals
Some companies, like certain life insurance companies, are mutuals. When you buy insurance with the company you become a member. Profits are theoretically owned by the members, so there are no shareholders.
In Britain, another kind of mutual is building societies, which lend money to people who want to buy a house. But a lot if building societies have demutualized: they have become public limited companies with shareholders. This process is demutualization.
D. Non-profit organizations


Organizations with ‘social’ aims as helping those who are sick or poor, or encouraging artistic activity, are non-profit organizations (BrE) or non-for-profit organizations (AmE). They are also called charities, and form the voluntary sector, as they rely heavily on volunteers (unpaid workers). They are usually managed by paid professional, and they put a lot of effort into fund-raising, getting people to donate money to the organization in the form of donations.
2.1. Look at the words in A and B. What type of organization is each o these?

         1. A group of engineers who work together to provide consultancy and design services. There are no outside shareholders.

         2. A large British engineering company with 30,000 employees.

         3. An American engineering company with outside shareholders.

         4. An engineer who works by herself providing consultancy. She works from home and visits clients in their offices.

         5. An independent engineering company with 20 employees. It was founded by three engineers, who are shareholders and directors of the company. There are five other shareholders who do not work for the company.

2.2. Complete this newspaper article with the correct form of the words from C. One expression is used twice.

Angry scenes as members reject (1) _____

There are angry scenes at the Suffolk (2) ______ ______’s annual meeting at the society’s (3) _______ rejected by two to one a recommendation from its board that the society be (4) _______ . Members had travelled from all over the country to attend the meeting in London. The Suffolk’s chief executive, Mr. Andrew Davies, sais ‘This is a sad day for the Suffolk. We need to (5) ______ to bring the society forward into the 21st century. Our own resources are not enough and we need capital from outside shareholders!

Gwen Armstrong, who has saved with the Suffolk for 32 years said, ‘Keeping (6) ______ status is a great victory. Profits should stay with us, and not go to outside shareholders!
2.3. Match the sentence beginnings (1-5) to the correct endings (a-e):
    1. British companies donate around $ 500 million a year to charities

    2. She organized fund-raising

    3. Voluntary sector employees earn five to ten per cent
    4. Non-profit organizations are not to be confused

    5. Research shows that volunteers give the best service

                a) with loss-making companies!

                b) in cash and, increasingly, as goods, services and time.

                c) parties for the charity.

                d) when they are helping people in their own social class.

                e) less than they would in the private sector.

2.4. Over to you

   Is self-employment common in your country? Does the government encourage it? Name some mutual companies. What sort of reputation do they have? Are charities important? Which are the most active in your country?
III. Manufacturing and services.

A. Industry
Industry (uncountable) is the production of materials and goods. The related adjective is industrial. An industry (countable) is a particular type of business activity, not necessarily production. 

B. Manufacturing 
Here are some of the manufacturing                   Here are some of the services or 
industries that make up the manufacturing         service industries that make up the 

sector:                                                                  service sector: 

	aerospace
	planes and space vehicles

	cars (BrE)

automobiles (AmE)
	Cars

	computer hardware
	computers, printers, etc.

	construction
	buildings

	defence (BrE)

defense (AmE)
	arms, weapons

	food processing
	canned, frozen foods, etc.

	Household goods
	washing machines, refrigerators, etc.

	pharmaceuticals
	medicines

	steel
	a stronger, more useful metal than iron

	textiles
	cloth and clothes


	catering
	restaurants, bars, etc.

	computer

software
	programs for computers

	financial services
	Banking, insurance, etc.

	healthcare
	medical care

	leisure
	sport, theme parks, etc.

	media
	books, newspapers, film, television

	property (BrE)
real estate (AmE)
	buying, selling, managing buildings

	retail
	shops

	tele-
communications
	phone, Internet services

	tourism
	travel and holidays


Note: You use all these words in front of ‘industry’ to tell about particular industries, but you usually drop the ‘s’ from ‘cars’, ‘automobiles’, ‘pharmaceuticals’ and ‘textiles’: ‘the automobile industry’.
C. Countries and their industries
Here is how industry has developed in South Korea:

1950s and 60s
In 1950, South Korea was a poor country, with most people living and working on the land. The government decided to industrialize, and the new emerging industries were textiles, heavy industries like steel industries and shipbuilding. 
1970s

Then South Korea turned more and more to light industries like electronics, making electrical goods such as televisions cheaply. It also started producing cars.
1980s and 90s

South Korea moved into specialized electronics in the 80s. This was the one of the growth industries of the 1990s: making specialized parts for computers and telecommunications equipment.

3.1. Companies in particular industries need to avoid particular problems. Match each problem to one of the industries in B:
        1. Buying a new building and being unable to find people to rent it.

        2. Causing public anger by building mobile phone masts in beautiful countryside.

        3. Making vehicles whose tyres burst at high speed.

        4. Holidaymakers arriving to find that their hotel is not finished.

        5. Lending to someone who cannot repay the loan.
        6. Selling weapons to governments that people do not approve of.

        7. Buying players who do not score goals.

        8. Making drugs that poor countries cannot afford.

        9. Rejecting a book that is then brought out by another publisher and sells 30 million copies.

        10. Removing the wrong leg in an operation.

3.2. Use words from A, B and C to complete the crossword:
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Across:

1. Plane and rocket industry. (9)

3. Metal industry. (5)

4. Any industry that doesn’t sell goods. (7)

6. Making things. (13)

8. Television, music, the Internet. (5)

9. Related to industry or industries. (10)

11. Describing a new industry. (8)

12. Describing an industry that is getting bigger. (6)

13. Making drugs. (15)

Down:        
1. Making cars in the US: the _______ industry. (10)

2. Making arms (BrE). (7)

5. Serving food and drink, rather than making them. (8)

7. Keeping people well: ______ care. (6)

10. Making televisions rather than steel: ______ industry. (5)

3.3. Over to you

Is your organization, or one you would like to work for, in manufacturing or  
Where are industries in your country based? Are companies in different industries grouped in different areas?     
IV. Teams with bright ideas


Better ways of working together     

1   Teams are important in modern business. Many companies want all their employees to be good at teamwork and they want the CEO, directors and managers to be good at organizing teamwork.


2 In traditional teams, people usually work for the same company. Sometimes team members are from the same department and sometimes from different departments. Today, colleagues often work on international projects, and modern technology helps members of the team to communicate. People use the internet and video conferences to talk to each other when they are in different countries.


3 Teams are not always formal. Employees often meet with people from other departments at work, for example over coffee. These groups are not organized teams, but they are important. They network and talk about work, and they help to communicate information between departments.   

4 Some companies have teams that meet in unusual places. Companies build rooms for teamwork so that these special teams can meet outside their normal office. The rooms look different from normal offices, for example painted in bright colours. Some managers think this help teams to be creative. It is also important to have regular contact with other departments in the main company – such as design, marketing, production and finance. This sometimes helps the team to decide if an ides is good or bad.

                             Glossary:
- bright ideas (adj. + n) good ideas

- CEO (n) Chief Executive Office, the top manager in an organization

- network (v) share information and help each other

- creative (adj) able to think of new ideas

4.1. Which of these sentences summarize the ideas in the article?

                  a) All managers are good at teamwork.

                  b) Modern teams are always formal.

                  c) There is more than one kind of team.

           4.2. Write the number of the paragraph 1-4 that gives information about the following.

         interesting places for teams to meet                      paragraph ______

          groups of colleagues                                             paragraph ______

          modern technology                                               paragraph ______

          people who need to be good team members         paragraph ______

           4.3. Are these statements true or false:

              1. Modern companies want bosses to organize teams.

               2. Team members are always from the same country.

               3. Teams are never informal.

               4. Colleagues meet to discuss work.

               5. Some teams meet away from the office.

               6. It isn’t important for teams to communicate with other departments.      
   
  4.4. Match the departments 1-9 with the definitions a-i.

      1. Design                                     a) makes products

      2. Marketing                                b) sells to customers

      3. IT                                            c) buys products or services for the company

      4. Production                               d) deals with the company’s accounts

      5. Finance                                    e) hires new employees and organizes training

      6. Buying                                     f) arranges artwork

      7. Sales                                         g) maintains the company’s computer systems

      8. Human Resources (HR)           h) invents and develops new products

      9. Research and Development      i) promotes products or services
          (R&D)

             4.5. Compete the email with departments from exercise 4.4.

	From:
	Vanessa

	To:
	Patrick

	Subject:
	New digital camera

	Hi Patrick

We want departments to work together to produce a new digital camera. 

Please contact Philip from 1 finance to organize the budget. It’s also a good idea to speak to Maggie from the 2 _______ department – ask her to organize a team to develop the product. She can talk to someone from 3 _____ to buy parts. It’s important to communicate with the 4 ______ department, so that they know when to make the camera. 

Finally, we need a team from 5 ______ to promote the product, so can you contact Andrew?

Thanks

Vanessa



4.6. Which words in the box are usually used to describe the management in a company?

	directors    CEO    employees    staff    manager    colleagues     boss    personnel


Complete the sentences with words from the box.

      1. A _____ makes important decisions and leads the company.

      2. I enjoy my job because I like the people I work with. They are great _____ .

      3. We are pleased to welcome two new ______ to the board.

      4. She’s a good sales ______ . She’s in charge of sales teams in Belgium and France.

       5. The _____ restaurant is open at 12:00 pm for lunch.

       6. My _____ is in charge of 14 people.

V. The shy Architect
How Ratan Tata is changing India’s biggest company
1 Ratan Tata trained to be an architect. Then he worked for the family firm, the Tata Group – one of the biggest companies in India. It has companies in many different sectors, including the car industry and the steel industry. The company’s latest project is producing a car that costs under $ 3,000.

2 Mr Tata does not drink or smoke and he does not like publicity. He became chairperson in 1991. At that time, Tata was a difficult organization to manage. There were more than 300 different companies in the group and some were old-fashioned. Today, there are only 96 companies and the group is more modern.

3 In the past, it was difficult for Tata to trade outside India because of competition from other countries. Now it exports internationally. The Tata group is also buying companies in different countries. At the moment, one of the companies in the group, Tata Steel, is trying to buy Corus, a European steel company. But it has a competitor: CSN, a Brazilian company, also wants to buy Corus.

4 Ratan Tata is making changes to the company. Many of these changes help make the group more competitive. But he isn’t changing all the group’s traditions. For example, the Tata Group still tries to help its workers – the children of Tata’s steelworkers first started to have free education in 1917. Two thirds of the Tata Group is owned by charitable foundations, and today they are still helping people in India. Investors sometimes ask: “Is Tata doing the right thing? Is charity good for business?” But Mr Tata thinks it is possible to help people and be competitive at the same time.

Glossary:
- firm (n) a company

- steel (n) a type of metal

- chairperson (n) the head of a company (a man or a woman)

- old-fashioned (adj) not modern

- investor (n) a person or organization that5 puts money into a business
5.1. Which of these sentences summarize Ratan Tata’s ideas?

    a) A successful chairman is only interested in profit.

     b) A company can be competitive and help people.

     c) A group with a lot of companies is easy to manage.

5.2. Answer the following questions:

     1. Which two sectors does the Tata Group have companies in?

      2. How much does Tata’s new car cost?

      3. What doesn’t Ratan Tata do?

      4. What doesn’t he like?

        5. When did he become chairperson?

        6. When did Tata first give free education to employees’ children?

         7. How much of the group is owned by charitable foundations?

          8. Who asks if helping people is good for business?   
5.3. Find words in the article to complete the table:

	         Verb
	Noun (person)
	Noun (thing)

	1. 
	trainer/ trainee
	training

	2. compete
	Competitor
	

	3. invest
	
	investment

	4. 
	Manager
	management

	5.
	Trader
	trade

	6. publicise
	Publicist
	

	7. 
	Exporter
	export


5.4. Complete the sentences with the correct words in italics:

     1. Shell and Esso are competition /competitors in the oil market.

      2. Did they publicise / publicity the launch date of their new product 

           range?

       3. Giles is working as a trade / trader on the Japanese stock market.

       4. We lost a lot of money – it was a bad investment / investor.

        5. Westfern run training / trainer courses for financial organizations.

        6. How long did you work as a management / manager at Dell?

        7. Do Lancome export / exporter to Taiwan? 

VI. The world of Work
Work has changed around the world
Manpower has been a successful employment agency for about 60 years. It has supplied temporary employees to companies since 1948. That’s when the first office opened in Milwaukee, in the USA. Two lawyers started the company when they were unable to find temporary help with a project. Today, it is a global company with offices all around the world.

Employment agencies supply companies with different types of workers. These include professional and administrative workers in offices, and manual workers in factories and on building sites. Temporary workers (also called “temps”) now make up between one and three per cent of the total workforce in most countries. Multinational companies have employed temps for a long time. Now smaller companies also use temporary workers.
Have careers changed very much since the 1990s? A decade ago, people expected to work for the same company until they retired. Today, nobody expects a job for life any more. People move from job to job, working in different companies or in different departments. Training is important because it improves workers’ skills. This can help employees to find better jobs or get a promotion.

In some jobs there aren’t enough skilled workers. Some companies want retired people with skills to return to work. Japan, Australia and Italy have started to employ older workers. Companies need organizations like Manpower to arrange training for older employees, for example to use computers or to work with a younger boss.

Glossary:
· unable (adj) not able

· building site (n) place where people do building work

· workforce (n) all the employees in a country, industry or organization

6.1. What sort of company is Manpower? What types of workers does the article mention?

6.2. Answer the following questions:

      1. When did Manpower start?

      2. What do employment agencies do?

      3. What is another word for ‘temporary workers’?

      4. What did people expect in their career ten years ago?

      5. What can help a worker who wants to improve their career 

          opportunities?

      6. What have Japan, Australia and Italy started to do?

6.3. Match the words 1-8 with the descriptions a-h:

   1. full-time worker                      a) has a job for a long period of time

    2. temporary worker                   b) workers choose when they work

    3. permanent worker                   c) works a few days / hours a week

    4. part-time worker                      d) a better job in the same company

    5. freelance worker                       e) has a job for a short period of time

    6. pension                                      f) works for self not for a company

    7. promotion                                  g) usually works 35-40 hours a week

    8. flexible hours                             h) money when you stop work

Which type of worker 1-5 do you think is best for you? Why? Do you like the idea of flexible hours? Why? / Why not?
 VII. Telephoning 1: phones and numbers
A. Telephones and beyond

            - public telephone/payphone: phone in a public place operated with money, a credit card or a phone card.
            - mobile phone, mobile (BrE)/cellphone, cellular phone, cellular (AmE): a phone you can take with you and use anywhere.
            - WAP phone: a mobile phone with access to the Internet (WAP = wireless application protocol).
            - extension: one of a number of phones on the same line, in a home or office.
           - cordless phone, cordless: an extension not connected by a wire, so you can use it around the house or in the garden.
          - pager: allows you to receive written messages.
          - webcam: a camera attached to a computer and phone line, so two people talking on the phone can see each other.
          - videophone: a special phone with a screen so you can see the other person.
Webcams and videophones enable videoconferencing: holding a meeting with people in different locations.
B. Phone, call and ring
          call                                                     - to give someone a call

   to   phone                  someone

          telephone
BrE: to ring someone, to ring up someone, to ring someone up, to give someone a

          Ring
Informal BrE: to give someone a bell, to give someone a buzz

AmE: to call someone, to call up someone, to call someone up
C. Numbers
When saying numbers, use rising information for each group, except for the last group, when you should use a falling tone. This shows you have reached the end of the number.

         access code         country code       area code           number
            00                        44                       1746                 845 921
Double oh (BrE)     double four     one seven four six   eight four five nine two one

Zero zero (AmE)

D. Doing things over the phone
Phone numbers where you can get information or advice, buy things, make reservations, etc. may be called:
   - helpline        - hotline         - information line        - reservations line
People who answer and deal with calls like these work in call centres (AmE: call centers). 
A number that is free of charge is:

BrE: - an 0800 number; 

        - a Freephone number

AmE: - a 1-800 number;

           - a toll-free number

7.1. Which equipment in A would each of these people use?

       1. A lawyer who needs to stay in contact in court, but can’t have a ringing phone.

       2. A building contractor who works in different places.
       3. Someone who wants to stay in touch whilst they are in the garden.

       4. A company manager who wants to discuss something with managers in different offices at the same time.

       5. A computer enthusiast who wants to see the person she is talking to.

       6. Someone who is out but doesn’t have a mobile.

7.2. Which of these sentences containing expressions from B are correct? Correct the mistakes.

       1. It would be good to see Anna soon. I’ll phone to her and see when she’s free.

       2. I gave Brian a call yesterday and we had a long chat.

       3. Why don’t you ring up at Pizza Palace and order some takeaway pizza?

       4. I rung them five minutes ago but there was no answer.

       5. Call me up next time you’re in New York.

       6. Give me a ring when you’re next in London.

       7. I’ll give her the bell and we’ll fix up a meeting.

       8. When you get some news, make me a buzz.

7.3. Write out these numbers in words (use American English). Show the intonation with arrows, as in C. The first one has been done for you.

        1. Empire State Building, New York 212-736 3100

           Two-one-two seven-three-six three-one-zero-zero.
        2. Disney World, Orlando, Florida 407-824 4321

         3. Paramount Studios, Hollywood 213-956 1777

         4. Alamo, San Antonio, Texas 210-225 1991

         5. Graceland, Memphis, Tennessee 901-332 3322

         6. Grand Canyon, Colorado 520-638 2626

7.4. Match what the people say below with words from D.

           1. Jus call this number to book your seats.
           2. For technical assistance with your new computer, call … .

           3. If you know the answer call us right here in the studio! Right now!

           4. Call us any time to find out about opening times and admission prices.

           5. To buy this amazing product, simply call 0800- … .

7.5. Answer the questions and make up the dialogue with them:

When was the last time you called an organization for information? What happened? Do you like recorded information, do you prefer to talk to a real person? Does your organization (or one you are interested in) offer recorded information?
VIII. Telephoning 2: getting through
A. Phoning scenario


You want to phone someone in a company. You pick up the phone. You hear the dialing tone and dial the number on the keypad. You don’t know the person’s direct line number, so you dial the number of the company’s switchboard. One of these things happens:

a) The number rings but no one answers.

b) You hear the engaged tone (BrE) / busy tone (AmE) because the other person is already talking on the phone. You hang up and try again later.

c) You get through, but not to the number you wanted. The person who answers says you’ve got the wrong number.

d) The operator answers. You ask for the extension of the person you want to speak to.

e) You are put through to the wrong extension. The person offers to transfer you to the right extension, but you are cut off – the call ends.

f) The person you want to speak to is not at their desk and you leave a message on their voicemail. You ask them to call you back or to return your call. 

B. Asking to speak to someone 1
	Can you put me through to extension on 123, please?

Can I have extension 123, please?

Extension 123, please.

123, please.

James Cassidy in Sales, please.


	One moment, please.

I’m putting you through.

The extension/line is ringing for you.


	Sorry to keep you waiting.


	I think you’ve got the wrong extension.

I’ll try and transfer you.


	I phoned a moment ago, but I was cut off.


	I’m afraid the line’s/extension’s busy/engaged.

I’m sorry, but there’s no reply.


	Do you want to hold or would you like to call back later?


	I’ll       hold.

            call back later.


C. Voicemail

If the person you want to speak to is not there, you may hear this:
	You’re through to the voicemail of James Cassidy. I’m not at my desk right now, but if you leave a message, I’ll get right back to you. To leave a message, press 1. To speak to the operator, please hold.


After you leave your message, you may hear this:
	To listen to your message, press 2.


After you listen to your message, you may hear this:
	If you’d like to change your message, press 3. If you’d like to erase your message, press 4. Otherwise, please hang up.


8.1. You are trying to phone Delia Jones. She works in a large company. Match your possible reactions (1-7) to the things (a-f) described in A. One of the things is used twice.
        1. That’s strange. Their switchboard isn’t big enough to handle all the calls they get.

         2. That’s ridiculous! A company with 500 employees, but no one answers the phone.

         3. I ask for Delia Jones and they put me through to Della Jones!

         4. Delia seems to spend all day on the phone. Her line’s always busy.

         5. That’s strange. I’m sure I dialed the right number.

         6. Oh no. I hate this – oh well, I’d better leave a message.

         7. They never seem able to find the extension number!

8.2. Look at B. Annelise Schmidt is trying to phone James Cassidy. Put the conversation into a logical order.

      Annelise: Good morning. Can I speak to James Cassidy in Sales?
      Annelise: Is that James Cassidy?
      Annelise: No, I’m afraid I don’t.
      Annelise: Thanks. Oh no, I’ve been cut off.
      Switchboard operator: Do you know the extension?
     Switchboard operator: Sorry to keep you waiting … I’m putting you through.
     John Cassidy: Cassidy.
     John Cassidy: No, this is John Cassidy. You’ve come through to Accounts. I’ll try and transfer you back to the switchboard.
8.3. Correct the nine mistakes in Annelise Schmidt’s voicemail message.

     Hi James, this is Annelise calling out of Sprenger Verlaz in Hamburg. It’s very difficult to get old to you. I phoned to you earlier, but your telephone central placed me through to the bad telephone. Anyway, I’m calling to you to discuss the contract we were talking about in Frankfurt. I’ll cal further later or perhaps you’d like to ring to me here in Hamburg on 00 49 40 789 1357. Bye for now.

8.4. Answer the questions and make up the dialogue with them:

Have you ever had these problems on the phone, in your language or in English? Do you use voicemail yourself? What are its advantages and disadvantages?

IX. Telephoning 3: messages

A. Asking to speak to someone 2
It’s             X (here).           ! You don’t say I am X.
This is   

Can             I speak to Y, please?

Could

Is that Y?
Y speaking.                   Is this a good/convenient time to call?

Speaking.

I’m (rather) tied up at the moment.

Could you call later?

I’m afraid Y is      not at his/her desk.               not in the office.

                              on another line.                   out of the office.
                              with someone right now.    off sick today.
                               in a meeting.                       on holiday (until …).

B. Giving and taking messages
	I’m calling about …

I’m calling to confirm that …

Could I leave a message?

Could you tell Y that …

Could you ask Y to call me back? My number’s …


	I wonder if you could call back later?

Can I ask who’s calling? (Who’s calling please?)

Which company are you calling from?

May/Can I ask what it’s about?

May/Can I take a message? (Would you like to leave a message?)

	I’ll ask him/her to call you (when he/she gets back).


C. Spelling names.
If you want to spell a name, you can say, for example, ‘A for Alpha’, ‘B as in Bravo’, etc.
You may also need these expressions:

  - capital A                      - small a        - all one word       - new word/line

  - dash or hyphen (-)       - slash (/)       - dot (.)                  - at (@)
D. Taking messages: checking information
        a) I’m sorry: I didn’t catch your name. Could you spell it please?
        b) Is that with a D at the end, D for David?

        c) Did you say your number is 624 426?

        d) Is that with B for Bravo or V for Victor?

        e) Where did you say you’re calling from?

        f) Is that with one M in the middle or two?

        g) The code for Sweden is 49, right?

        h) Is that Ginola like the football player?
9.1. Look at A and B and change these conversations so that they are correct and more polite.

                 1.

A: I want to speak to Mrs Lee.

B: That’s me but I’m busy.

A: Sven Nyman talking. I want to talk about your order.

B: Call me back later.

                                                       2.

                            A: Are you James Cassidy?

                            B: No. Who are you?

                            A: Annelise Schmidt. Is James Cassidy there and, if he is, can I 

                                 speak to him?

                            B: He can’t speak to you. He’s in a meeting. Give me a message.

                             A: He has to call me as soon as possible.

9.2. Spell the following as you would spell them on the phone. Use the table below to help you. The first one has been done for you.

	Alpha
	Bravo
	Charlie
	Delta
	Echo
	Foxtrot

	Golf
	Hotel
	India
	Juliet
	Kilo
	Lima

	Mike
	November
	Oscar
	Papa
	Quebec
	Romeo

	Sierra
	Tango
	Uniform
	Victor
	Whisky
	X-ray

	Yankee
	Zulu
	
	
	
	


      1. Maeght: M for Mike, A for Alpha, E for Echo, G for Golf, H for Hotel, T for Tango.

      2. Valladolid

      3. Webber

      4. Peter House

      5. Macpherson

9.3. Match the responses (1-8) with the questions (a-h) in D:

       1. No, actually it’s 46.

        2. It’s Valladolic with a V at the beginning, V for Victor.

        3. No, it’s Schmidt with a T at the end, T for Tommy.

        4. Two. T-I-double-M-E-R-M-A-N.

        5. No, 642 246.

        6. Spinger Verlag in Hamburg.

         7. Krieslovski: K-R-I-E-S=L-O-V-S-K-I.

         8. No, it’s with two Ns in the middle. 

9.4. Answer the question:
        What is the most difficult thing when you phone someone in another language?
X. Telephoning 4
A. Making arrangements
You get through to the person you want to speak to and fix a meeting.
	Can/Shall we fix/arrange an appointment/ a meeting?

Would it be useful to meet up soon?


	I’ll (just) get check my diary. 


	How about Monday?

What about Tuesday?

Would Wednesday be suitable?
Would Thursday suit you?

Shall we say Friday?


	That’s fine.

I can’t/won’t be able to make Monday.

I’ve got to (+ infinitive)/ a (+ noun)…


B. Closing the conversation
Here are some ways of finishing a conversation without sounding abrupt (rude):
See you on Friday then.                    Yes, I’ll look forward to seeing you on Friday.

I’m going to have to go now.
I’ve got to     go to a meeting.            Nice talking to you.

                      go and see someone.     

(It’s been) nice talking to you.            (It’s been) good talking to you.
Good to talk to you.

Talk to you soon, no doubt.                Thanks for       calling.

We’ll be (back) in touch soon.                                    phoning.

Look forward to hearing from you soon.

C. Changing arrangements.

Here are some ways of changing arrangements.

      a) I can’t make Tuesday (Tuesday is not possible). Something has come up 

          (has occurred to prevent our meeting). I’ve got to go over to Berlin to see a 

          client. How about Wednesday?

     b) I think we said Thursday at 11. Can you make the afternoon instead? (Is it 

         possible for you to meet in the afternoon?)

     c) I’m afraid Monday won’t be possible after all. I’m going to be very busy that 

         day. What about the following week?

     d) We’re going to have to put back (delay) our meeting. I’m completely snowed 

        under (very busy) at the moment. Can we leave it open (decide not to fix a 

        day) for the time being? I’ll get back in touch (contact you again) when I’m 

        not so busy.
10.1. Annelise Schmidt (AS) gets through to James Cassidy (JC) and arranges to meet him. Recorder their conversation, which contains expressions from A and B.

        a) AS: Fine, thanks. I’m going to be in London on Tuesday and Wednesday

                    next week. How about meeting up to discuss how Megabook and 

                    Sprenger might work together?

        b) AS: Hello. This is Annelise Schmidt. You remember we met at the 

                    Frankfurt Book Fait last month?
        c) AS: Look forward to seeing you then. Bye.

        d) AS: Sounds good. Shall I meet you at your office? I’ve got the address.

        e) AS: Yes, that’s fine.

        f) JC: James Cassidy.

        g) JC: Goodbye.

        h) JC: I’ll just check my diary. I won’t be able to make Tuesday. I’ve got to

                   go to Manchester. Would Wednesday suit you? How about lunch?

        i) JC: OK. See you on Wednesday at 12.30, then.

        j) JC: Yes, how are you?

       k) JC: Yes. Why don’t you come round here at about 12.30? Ask for me at 

                  reception and I’ll come down.

10.2. Look at B. Which of these conversations sound natural, and which sound strange?

         1. A: Nice talking to you. See you on Wednesday.

             B: See you Wednesday. Thanks for calling. Bye.

         2. A: I’ll forward to seeing you tomorrow, then.
             B: Talk to you soon, no doubt. Bye.

         3. A: It’s been good talking to you. I’m going to have to go. I’ve got to go to 

                    a meeting.

             B: Nice talking to you. I’ll be in touch soon.

         4. A: See you this afternoon at four, then.

             B: Yes, we’ll be back in touch soon.

         5. A: I’m going to have to go.

             B: OK. Talk to you soon, no doubt. Bye.

10.3. Match these replies (1-5) to the things (a-e) the people say in C.

        1. I suppose so: it would have been good to meet. Look forward to hearing 

            from you when you’re less busy.

        2. The 22nd… I’m going to be on holiday. What about the 29th?

        3. The afternoon would be no problem. How about at three?

        4. Wednesday’s going to be difficult. Can you make the next day?
        5. Yes, the same day the following week would be fine.

10.4. Answer the questions:

       Do you make arrangements on the phone? Do you find it difficult to end phone calls?

XI. Faxes

A. Sending faxes.
Jaime Vasconcelos in Los Angeles, USA is on the phone to Anna Friedman in Sidney, Australia.

      Anna: Yes, I think you’ll be interested in our latest designs.

      Jaime: Can you send them by fax?

      Anna: Sure. I’ll fax you right now. What’s your fax number?

      Jaime: 1 for the US, then 213 976 3421.

      Anna: OK. I’ve got that.

      Jaime: Can you fax the information you think we need?

      Anna: I’ll fax you everything we have. There are about 30 pages.

       Jaime: If you could fax it all over to us, that would be great!

- to send something by fax               - to fax something

- to fax someone                               - to fax someone something

                                                          - to fax something (over/across) to someone

B. Fax layout

 1. cover sheet: the first page of a fax showing who it’s from, who it’s to, etc.
 2. confidential information: things that others should not know
 3. intended recipient: the person who should receive the fax

 4. advise the sender: tell the person who sent it

	                                                                             ADVANCED INGINEERING

FAX COVER SHEET                                                   Box 1212, Sydney, Australia

                                                                                                 Tel: 61 2 329 9220

                                                                                                  Fax: 61 2 329 9221

Date: 22 November               To fax number: + 1 213 976 3421
To:      Jaime Vasconselos            From:      Anna Freidman

Number of pages including this cover sheet: 31

Dear Jaime,

It was good to hear from you again. The following pages give details of the latest additions to our range. If you require any further information, please do not hesitate to contact me.

Best regards,

Anna Freidman

This fax may contain confidential information. If you are not the intended recipient, advise the sender and destroy this document.

If you don’t receive all pages, or if any pages are illegible, please phone +61 2 329 9220 immediately.

                                                            “22/11/01    11:30:42”   FROM: 61 2 329 9221 TO: +213 976 3421


C. Receiving faxes
         Anna: Did you get my fax?

         Jaime: You’re not going to believe this, but the paper got stuck and the 

                      machine jammed.

         Anna: No problem. I’ll send it through again.

15 minutes later…

         Anna: Did the fax go through OK this time?

         Jaime: Yes, but pages two and three weren’t legible. I couldn’t read them.

         Anna: No problem. I’ll resend them.
11.1. Bertil Lagerkvist of Moda Fashions in Stockholm is talking to Kim Wang of Outrageous Designs in Hong Kong. Look at A and correct the mistakes.
         K: Yes, I think you’ll be interested.

         B: Can you (1) telefax your most exciting designs?

         K: Sure, I’ll (2) fax to you the drawings. What’s your (3) number of fax?

         B: 46 for Sweden, then 8 753 4298.

         K: 46 8 753 4298. I’ve got that.

         B: You know the sort of thing we sell. Can you (4) telefax to me the designs 

              our customers will be most interested in?

         K: I’ll (5) fax to you straightaway. There are about ten pages.

         B: If you could fax everything (6) between, that would be great!
11.2. Kim Wang sends a fax to Stockholm. The person receiving the fax phones Kim. Read what is said, and complete the statements using expressions from B:

         1. ‘Swedish Paper Products here. We’ve received a fax from you to a 

              company called Moda Fashions. Our fax numbers are very similar. There 

              must be some mistake’.

              Swedish Paper Products (SPP) are not the ______ ______, and so they tell 

              the person sending the fax: they ______ the _______ .

        2. ‘The designs you received are top secret. Please could you tear them up and 
              throw them away’.
              The information is ______ . Kim wants SPP to _____ the fax so that no 

                 one else can see it.
          3. ‘Don’t worry. There’s something wrong with our fax machine so we can’t 

                read it anyway, including most of the first page’.
                The person can’t read the fax: the fax, including most of the _______ 

                 _______ is _______ .

11.3. Kim Wang sends the fax again, this time to the correct number. Complete the commentary, choosing appropriate forms of the expressions in brackets from B and C.

          There were no problems when she _______ (1 send again/resend) the fax. The fax _______ _______ (2 send through/go through) perfectly: the paper ________ ______ _____ ______ (3 not get stuck/not get through) and the machine _______ _______ _______ (4 legible/jam). Kim did not have to _______ anything ________ (5 go through/send through) again. The fax was ______ (6 legible/stuck) and Bertil could read it.

11.4. Answer the following questions:

      Do you send and receive many faxes or do you rely mainly on email? What are faxes particularly useful for?
XII. Emails

A. Email


Email is electronic mail. You can send an email to someone, or email them. They will reply to your email or email you back.
· reply to all: send an answer to the person who sent an email, and everyone who received a copy of it.  

                                 -    reply: send an answer to the person who sent an email
                                 -   delete: get rid of an email you don’t want
                                 -   cc: send a copy to …

                                 -   bcc: send a blind copy to … (the other people don’t know 

                                     you’re sending this copy)
· forward: send an email you have received to someone else

· attach: send a document, for example a picture, with an email

· send and receive: send all the emails you’ve written and receive all the ones that are waiting for you
B. Email expressions
	To…                                                 robert.memurdo@megabook.com
From…                                            tina.black@megabook.com
Cc…                                                ruth.mitchell@megabook.com
Robert,

Thanks for your email asking for ways of reducing the sales force. Please find attached a Word document with specific plans for this. Please let me know if you can’t read this attachment. I’m copying Ruth Mitchell in on this. Do forward it to the rest of the board if you feel that’s appropriate. Looking forward to your reaction.

Best wishes,

Tina




You can end with:                             To people you know well, you can end with:
- Best wishes                                           - All the best
- All best wishes                                     or even just:
- Regards                                                 - Best
- Best regards
C. Email abbreviations
These abbreviations are sometimes used in emails:

	To…            simon.kenny@megabook.com
From…       kate.burns@megabook.com
Simon, Have you heard about Tina’s plans for sacking salespeople? AFAIK she’s not referring to us, but we’ll see. HTH.

Best, Kate.


AFAIK – As far as I know                                 HTH – Hope this helps.
12.1. Which of the features in A would you use in each of these situations?

          1. You are sending an email to Antonio and you want to send a copy to Bella 

               without Antonio knowing. 
          2. You receive a reply from Antonio, and you want Carlos to see it.

          3. You get an email from Delia, who has also sent copies to Edgar and 

               Fenella, and you want to send the same answer to all three of them.

          4. With the email to Giorgio, you want to send another document.
          5. You’ve written three emails. You want to send them, and read any that are 

               waiting for you.

          6. You receive two emails, but you don’t want to keep them.

12.2. Complete this email using the correct form of expressions from B that mean the same as the underlined expressions.

	To…                               tina.black@megabook.com
From…                           robert.memurdo@megabook.com
Cc…                               ruth.mitchell@megabook.com
Tina. Thanks for your plans on reducing the budget of the sales department. I’d be grateful if you could (1) send copies to Chris Jones of any emails you send to me. (2) With this email, you’ll find a Word document with my comments. Please let me know if for any reason you can’t open the (3) document that comes with this email. (4) I’m sending your proposals to all members of the board.
(5) Greetings.

Robert


12.3. Complete the extracts from these emails, using the abbreviations from C.
1. 

	I’m not sure about this, but ______ there seems to be a reorganization going on in the company.


2. 

	You asked about sales figures for three years ago. Please see the attached document. ______ . Good luck preparing next year’s budget!


12.4. Write an essay on the following:

What do you use email for? Does email save time, or does it just make more work? Should employees send and receive personal emails at work?

Модуль 4
Природа міжнародного бізнесу

Modulus 4

The nature of an international business
I. Business across cultures 1

A. Cultures and culture


Alexandra Adler is an expert in doing business across cultures. She is talking to a group of British businesspeople.


‘Culture is the “way we do things here”. “Here” may be a country, an area, a social class or an organization such as a company or school. You often talk about:

· company or corporate culture: the way a particular company works, and the things it believes are important; 

· canteen culture: the ways that people in an organization such as the police think and talk, not approved by the leaders of the organization;

· long-hours culture: where people are expected to work for a long time each day;

· macho culture: ideas typically associated with men: physical strength, aggressiveness, etc.
But you must be careful of stereotypes, fixed ideas that may not be true! 
B. Distance and familiarity

Distance between managers and the people who work under them varies in different cultures. Look at these two companies.

	       In country A, managers are usually easy to talk to – accessible and approachable – and there is a tradition of employees being involved in discussion-making as part of a team of equals.

      This company is not very hierarchical, with only three management layers.


	     In country B, managers are usually more distant and remote. Employees may feel quite distant from their managers and have a lot of deference for them: accepting decisions but not participating in them.

     Companies in Country B tend to be more hierarchical than those in Country A, with more management layers.


Deference and distance may be shown in language. Some languages have many forms of address that you use to indicate how familiar you are with someone. English only has one form, ‘you’, but distance may be shown in other ways, for example, in whether first names or surnames are used.

1.1. Look at A. Which word combination with ‘culture’ describes each of the following?

       1. The men really dominate in this company; they don’t make life easy for 

           women at all. All they talk about is football.

       2. Among the management here we try to be fair to people from different 

           minorities, but there are still elements of racism among the workforce.

       3. Of course, the quality of the work you do after you’ve been at it for ten 

           hours is not good.

       4. There was a time when managers could only wear white shirts in this 

           company – things are a bit less formal now.

       5. Here the male managers talk about the market as if it was some kind of 
           battlefield. 

       6. They say that if you go home at 5.30, you can’t be doing your job properly, 

            but I’m going anyway.

1.2. Read the information about two different companies and answer the questions:


The Associated Box Company (ABC) and the Superior Box Corporation (SBC) both make cardboard boxes.


At ABC there are three levels of management between the ECO and the people who actually make the boxes. At SBC, there is only one level.


Managers at ABC are very distant. They rarely leave their offices, they have their own executive restaurant and the employees hardly ever see them. Employees are never consulted in decision-making. At SBC, managers share the same canteen with employees. Managers have long meetings with employees before taking important decisions.


Managers and the CEO of SBC have an open-door policy where employees can come to see them about any complaint they might have. At ABC, employees must sort out problems with the manager immediately above them.

         1. Which company

              a) is more hierarchical?

              b) is more informal in the way people talk to each other?

         2. In which company are managers:

               a) more approachable?

               b) more remote?

        3. In which company are employees:

              a) more deferential?

              b) on more equal terms with their bosses?

1.3. Answer the questions and make up the dialogue with them:

       Is your organization more like ABC or SBC above? Which type of company would you prefer to work for? What6 are the advantages and disadvantages of each type of company?

II. Business across cultures 2

A. Names

	My real name’s Thomas, but please call me Tom.

	          Tom Brewster 

MARKETING DIRECTOR


                                                    First name                        Family name or surname                                  
	They stand for John Gregory, if you really want to know.

	I’m from the US. The ‘R’ stands for Robert – that’s my middle name. My dad is also called Douglas R. Baxendale, so he puts Sr (senior) after his name, and I put Jr (junior). This is unusual in the UK.


         initials
	           J.G.Cutler

          TAX INSPECTOR


initials             
	Douglas R. Baxendale JR

CHIEF EXECUTIVE OFFICER


! In the English-speaking business world, people use firstnames, even with people they do not know very well. But if you are not sure, use Mr and the family name for men, and Mrs or Miss and the famiky name for womwn, depending on whether they are married or not. Ms often replaces Mrs and Miss. You don’t use Mr, Mrs, Miss or Ms with only a first name (e.g. Mr John) or by itself.
B. Business cards
	Megabook Publishing

34 Dean Street, Soho, London Wir 4 EF

                             JAMES CASSIDY

                                  Sales Director 

                            Tel: 020 7452 8960

                            Fax: 020 7452 8965
         E-mail: james.cassidy@megabook.com


	Abrahams, Campbell, Esposito
Corporate Accountants_______________

7590 W Charleston Blvd
Las Vegas, NV 89147

(702) 258-9783

       KAREN A. ESPOSITO, B.S., C.P.A.

                      Senior Partner                 

e-mail: kesposito@ace.com


          qualifications
C. Dress
In Alphaland, businesspeople dress quite formally. The business suit is common, but for men, wearing non-matching jacket and trousers is also a possibility.
In Betatania, the dark business suit is obligatory for men. Some companies allow women to wear trouser suits.

In Gammaria, the business suit is almost as necessary as in Betatania, but with more variation in colours. Some companies require employees to wear formal clothes from Monday to Thursday, and allow less formal ones on what they call casual Fridays or dress-down Fridays. In some places, many banks and shops require people dealing with customers to wear uniforms so that they all dress the same.

In Deltatonia, people dress more casually at work than in the other countries. For men, suits and ties are less common than elsewhere. This is smart casual. 
2.1. Look at A and decide whether these pieces of advice about the English-speaking business world are true or false.

1. It’s possible to introduce yourself by saying your family name then your 

    first name.

2. It’s possible to use Mr, Mrs or Miss on its own, or with a first name.

3. British people use Sr and Jr to refer to a father and his son.

4. Americans often show their middle name with an initial.

5. You can always use someone’s first name to talk to them, even if you 

     don’t know them very well.

6. Ms is being used more and more as a title for women.

7. You can show your qualifications after your name on your business card.

2.2. Answer the following questions:

       - How are names used in business in your country?

       - How do people dress at work?

       - Do any companies have dress-down days in your country?

       - What are the advantages and disadvantages of how people dress?

III. Business across cultures 3
A. Entertainment and hospitality

Alexandra Adler continues her seminar on class-cultural issues. 
Entertaining and hospitality vary a lot in different cultures.

· In Alphaland, entertaining is important. There are long business lunches in restaurants, where deals are discussed, Professional and private life are separate, and clients are never invited home.

· In Betatania, evenings are spent drinking and singing in bars with colleagues and clients.

· In Gammaria, lunch can be important, but less so than in Alphaland. Important contacts may be invited to dinner at home. Corporate hospitality is a big industry, with clients invited to big sports events.

· In Deltatonia, restaurants are rear outside the capital. Some entertainment takes place when important clients are invited to people’s houses for dinner, or go sailing or to country houses for the weekend, etc.
B. Time
Attitudes towards time can vary enormously.
In Busyville, people start work at eight, and officially finish at six, though many managers stay much longer. There is a culture of presenteeism: being at work when you don’t want to be.

There is a two-hour lunch break, and a lot if business is done over restaurant lunches. (Lunch is the main meal. The working breakfast is rare). There are no snacks between meals, just coffee, to eat properly at meal times.

As for punctuality, you can arrive up to 15 minutes ‘late’ for meetings. If invited to someone’s house (unusual in business), arrive 15-30 minutes after the time given.

Don’t phone people at home about work, and don’t phone them at all after 9 pm.


There are a lot of public holidays (about 15) during the year. Busyville is empty in August, as many companies close completely for four weeks. Employees have five weeks’ holiday a year and they usually take four of them in August.
Note: BrE: holiday

          AmE: vacation

C. Cross-cultural communication

Here are some other areas of potential cultural misunderstanding:
              a) distance when talking to people: what is comfortable?
              b) eye contact: how much of the time do people look directly at each 
                  other?
              c) gesture: do people make lots of facial gestures? How much do they 

                   move their arms and hands?

               d) greetings/goodbyes: do people shake hands every time? Are there fixed 

                    phrases to say?

               e) humour: is this a good way of relaxing people? Or is it out of place in 

                    some contexts?

               f) physical contact: how much do people touch each other?

               g) presents: when should you give them? When should you open them? 

                   What should you say when you receive one?

             h) rules of conversation and the role of silence: how long can people be 
                 silent before they feel uncomfortable? Is it acceptable to interrupt when 
                others are speaking?
3.1. In which country from A might you hear these things?
          1. How about a trip out tomorrow afternoon? We could see some horse 

              racing and have a glass of champagne.

          2. Do come out with us this evening! I know some great bars. How’s your 

               singing?

          3. What are you doing this weekend? You could come to our summer 

              cottage. You’ll meet my family and we can take the boat out. 

          4. Let’s get out of the office to discuss the deal. I know a nice restaurant near 

              here, with some very good local dishes.

3.2. Look at B. Put ‘+’ the things this visitor to Busyville does right, and put ‘-‘, if she makes some mistakes.


I phoned my contact in her office at 7.30 pm. (1…) I suggested a working breakfast the next morning. (2…) She wasn’t keen, so I suggested lunch. (3…) We arranged to meet at her office at 12.30. I arrived at 12.45 (4…) and we went to a restaurant, where we had a very good discussion. That evening I wanted to check something, so I found her name in the phone book and phoned her at home. (5…) She was less friendly than at lunchtime. I said I would be back in Busyville in mid-August (6…). Not a good time, she said, so I suggested September. (7…) 
3.3. Which points in C are referred to in this story?


Sally, a student, is working for a company abroad for work experience. The company has employees from all over the world. The head of the company, Henrik, invites Sally to a barbecue for his employees at his home, at 3 pm on Saturday. 

She is the first to arrive, at exactly 3 o’clock. When the others arrive, some shake hands with each other. Some kiss on one cheek, others on both cheeks. Others arrive and say hello without kissing or shaking hands. (1…) Some bring wine or flowers, which the host does not open and puts to one side. Others bring nothing. (2…)

In conversations, some people move their arms around a lot and seem to make signs with their hands, others keep their hands by their sides. (3…) Some people do not let others finish what they are saying, and others say almost nothing; the people with them seem upset and move away when they can. (4…) Some people look directly at the person they are talking to. Others look away more. (5…) Some touch the arm of the other person whenever they are speaking to them. (6…) She notices that some people seem to be slowly moving backwards across the garden as the conversation goes on, while the person with them is moving forward. (7…)


Later, somebody makes a joke but nobody laughs. Everyone goes quiet. (8…) People start saying goodbye and leaving.

3.4. Think on the following:

What should visitors to your country know about the points in A, B and C?

IV. Ethics and business
A. Ethical behaviour
Ethical behaviour is doing things that are morally right. Ethics (countable noun) are moral beliefs about what is right or wrong. Ethics (uncountable noun) is the study of this. Ethically responsible companies want to do the right thing in areas such as:

· employment and community: they want to pa attention to things that affect all people, not just their employees, in the areas where the company has its offices, factories and activities;

· the environment: they want to conduct business in ways that protect the environment to ensure that the air, rivers etc. are not polluted and plant and animal life are not endangered;

· winning new business: they want to get business without engaging in corrupt behaviour, 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 – their employees, shareholders and so on – but for the community and society as a whole.

B. Accountability and transparency
Ethical corporate behaviour includes accountability – the idea that companies are completely responsible for what they do and that people should be able to expect them to explain their actions. Transparency – is explaining this behaviour in a way that can be understood by outsiders, and not trying to hide anything. Companies may say that they demand high levels of probity and integrity – complete honesty – from their employees, and they do not tolerate any form of misconduct.
C. 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 (CSP).
4.1. Read the article relating to the ideas in A, B, C. Then say if the statements below are true or false, identifying the phrase or sentence from the article that confirms your answer. (The first one has been done for you.)
How to become good in all areas


Few companies are clear about how to manage what can be an amorphous collection of internal initiatives and external relationships on social environmental and ethical issues. Probity and responsibility must be embedded in a company’s culture, strategy and operations from the top down. But how can this be done? A new guide from Business for Social Responsibility, a US non-profit research and advisory organization with 1.400 member companies and affiliates, attempts to answer this by taking the reader step by step through the process of designing a corporate social responsibility management system.

Only a handful of companies have a full CSR management system in place, says the organization, which advises its members on how to make responsible practices integral to their strategy and operations. Its corporate members, mainly in the US and Europe, have combined annual revenues of nearly $ 2,000 bn and employ 6 m people. They include ABB, British Airways, Coca-Cola, Ikea, Unilever and Wal-Mart. The scandals in the US have underlines how “corporate responsibility taskforces” and codes of conduct are not enough on their own and can sometimes be a smokescreen.

“Creating and building a successful CSR management system is a complex, long-term project for any company,” says the report. “It involves a shift in the way a company conducts business and can be likened to implementing other large-seale change initiatives such as total quality management”.

The guide runs through basics such as who currently has responsibility for CSR in the company, why a better management structure might improve things and what “hot-button” issues (child labour, drug pricing) face different sectors. It encourages companies to think hard about their stakeholders, what their concerns are, how credible and influential they are and whether they are a potential long-term partner or a liability.
                                                                                                         Financial Times

        1. Most companies have clear, coherent policies on social, environmental and ethical issues.

                False – Few companies are clear … social, environmental and ethical 
                issues.
        2. If a company behaves with probity, it has high ethical standards.

        3. Business for Social Responsibility has a coherent approach to designing a 

            corporate social responsibility management system.

        4. It’s simple for a company to add a CSR management system to its day-to-

            day business.

         5. Codes of conduct are enough to ensure ethical behaviour.
         6. The guide says that a company’s stakeholders should all be kept happy so that they are all retained by the company over the long term.
4.2. Complete the sentences, with expressions from A and B:

        1. The company was accused of giving ______ to local officials in order to allow their products into the country more quickly.

        2. The company has supported several projects in the local ______ , where its factories are situated.

        3. Voters demanded that there should be greater ______ in the election process so that they could understand it fully.

        4. Following the scandals of Enrop, Worldcom and others, there is greater emphasis in business schools on the teaching of ______. 

4.3. Think of a particular ethical issue that concerns you. Write a letter to an organization asking what its policy is on this issue.

V. Social reporting

A. Social performance audits  
Businesses are increasingly aware of the importance of social and environmental issues for their reputation. Some are commissioning social audits relating to their social performance; these evaluate the effect of their behaviour in relation to their employees and to society as a whole.


Supporters of social audits say that their social reporting 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.

B. Word combinations with ‘social’:

	Social
	conscience

issues

justice

responsibility

welfare

well-being
	- when companies believe that doing business involves moral and ethical issues

- areas of concern, such as unemployment, poverty, etc.

- the idea that people should be treated fairly and equitably

- when companies are concerned about the consequences of their activities on the community as a whole

- payments for people who are unemployed, ill, etc.

- when work conditions are good and people are happy


C. Labour standards

Giovanni Preston is in charge of social responsibility issues at Rancher Jeans, a Canadian multinational:

‘A lot of out manufacturing is done by suppliers in developing countries. Companies in the clothing industry are particularly open to criticisms about sweatshop labour – the use of underpaid people with terrible working conditions, which amounts to labour abuse or labour exploitation.

My job is to travel to these countries and to check labour standards. I go there to check, for example, that our suppliers are paying their workers fairly and that they have a good health and safety record, with low levels of illness and accidents. We also ensure that workers are above the legal minimum age to work – we do not use child labour.

We are aware that high-profile companies such as ours are likely to be subject to scrutiny – seen and judged by people from outside. We know that if we are seen to be socially responsible, the company will benefit’.
      Note: BrE: labour;
                AmE: labor
5.1. Complete the sentences with correct forms of expressions from A:
        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 and sharing could adopt _____ ________ and use it to highlight their more ethical activities, purely as a ________ ________ _______ .

           3. 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.
           4. A group of experts looking at how company law operate is already considering whether companies should be forced to publish annual _______ _______ .

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

        1. Brazilia society is maturing and adopting a model of economic 
            development that balances economic growth, social

        2. At present the company has only a rudimentary social

        3. The company is expanding its reporting of social

        4. Business success can no longer be defined solely in terms of earning, 
            growths and the balance sheet as social

                         a) welfare system in place to absorb the shock of millions of people 

                             being thrown out of work.
                        b) justice and the sustainable use of natural resources.

                        c) responsibility has become both an individual necessity and an 

                           organizational requirement.

                        d) issue, and in a recent business statement pledged to safeguard the 

                            economic and social well-being of the communities in which it 

                            works.

5.3. Giovanni Preston from C continues to talk about his work. Complete his statements with expressions from C.

	1. I know that one of our competitors exploits poorly-paid people working in very hot and crowded run-down buildings. They use …

	2. They don’t pay attention to keeping the factory clean or well-ventilated and clearly don’t care about their employees’ …


	3. I know for a fact that some of their workers are under 14 years old. They use …

	4. There is a very high number of accidents at their factory. They have a terrible …


	5. All these problems mean that overall the employers have dismal …

	6. This sort of behaviour is the worst type of … (2 possible expressions) 


5.4. Find out about social responsibility issues in an organization that you are interested in.
VI. Look East
        An Italian Success Story

Luxottica makes sunglasses. It is an Italian company and 85 % of its factories are in Italy. But less than 5 % of Luxottica’s sales are in its home country. Most of Luxottica’s shops are in the USA. The company produces glasses for Chanel. Prada, Bulgari and other companies selling luxury goods. It also owns Ray-Ban sunglasses, and about 15 % of the group’s sales are from Ray-Ban.

Luxottica’s main competitor is Safilo, another Italian glasses manufacturer. The big difference between Luxottica and Safilo is that Safilo has 50 shops and Luxottica has nearly 5,500 shops.


Luxottica started as a manufacturing company. Today, they make more money from retail than from manufacturing. They specialise in glasses that cost $50 or more. This market is ten times more profitable than the market in cheap glasses.

The company has two big challenges in the future. The first challenge is China. At the moment, Luxottica has 250 shops there. But the company wants to double the number of shops to 500. The second challenge is the next chairperson. The company’s founder is 70-year-old Mr Del Vecchio. At the moment, he is the chairperson and he owns 70 % of the company. It is a family company, but Mr Del Vecchio’s four children don’t work for Luxottica. A new chairperson could make changes that turn Luxottica from a family company to a multinational.


Glossary:
· luxury goods (n) expensive products

· competitor (n) a company that produces or sells the same things

· profitable (adj) a business or product that makes money

· challenge (n) something new and difficult to do

· founder (n) the person who starts a company

· multinational (adj) a big company that has offices, shops or factories in several countries 

6.1. Which of the following best describes the subject of the article:
          a) Designer glasses in China.

          b) The price of Italian sunglasses.

          c) A company that manufactures and retails glasses.

6.2. Are these statements true or false?

         1. Luxottica is a China company.

          2. It doesn’t sell products only in Italy.

          3. Luxottica manufactures most of its glasses in the USA.

          4. The company also produces glasses for other companies.

           5. They make more profit from manufacturing than retail.

           6. Luxottica doesn’t have any competitors.

            7. The company wants to open shops in China.

            8. Mr Del Vecchio’s children work for the company.

6.3. Match the numbers 1-6 with the information they describe a-f:

        1. 70                a) the number of shops that the company wants in China

                  2. 5%               b) the minimum price of Luxottica’s glasses
                  3. 15 %            c) Mr Del Vecchio’s age

                  4. $50               d) group sales from Ray-Ban

                   5. 500               e) Luxottica’s manufacturing in its factories in Italy

                   6. 85%             f) Luxottica’s sales in Italy

             6.4. Speaking:

                 1. What are some of the differences between a family company and a multinational?

                  2. Do you think it is better to work for a family company or a multinational? Which is it better to do business with?

                   3. Think of three more luxury-goods companies. What products do they make or sell?

                6.5. Complete the table:

	Verb
	Noun (person)
	Noun (thing)

	1. manufacture
	manufacturer
	

	2.
	producer
	product / production

	3.
	salesperson / seller
	Sale

	4.
	retailer
	retail outlet

	5. make
	
	no noun

	6. build
	builder
	

	7. organize
	
	Organization

	8. compete
	
	Competition



6.6. Complete the sentences with the correct word in italics: 
               1. A multinational company is a large organizer / organization.
               2. Department stores sale / sell a lot of different products / producers.
               3. Swatch is a watch maker / make.
               4. Our office is in a builder / building in Kowloon.
               5. A lot of people in this country work in manufacturing / manufacturer.
               6. Many retails / retailers buy direct from the factory.
               7. Who is your main compete / competitor in the computer market?

          6.7. Complete the text with the correct form of a word from the table above. There may be more than one possible answer.

             Mahindra and Mahindra (M&M) is a big tractor (1) ______ in India. It (2) _______ more than 68,000 tractors in its factories every year. Its main (3) ________ is a company called TAFE, which produces 48,000 tractors. The companies (4) ______ the tractors at home and also to the USA and Europe. M&M has 270 (5) _______ in the USA. Now the company also plants to (6) _______ factories in China.
VII. The online job market
How Jeff Taylor changed the way the labour market works


Monster.com, the world’s biggest online job-search site, shows how electronic marketplaces reach more people and can offer more efficiency than physical markets. It also shows that money can be made in such markets: Monster has a long record of profitability.

Jeff Taylor, who launched the site in 1994, says the Monster.com name is the firm’s “single most important success factor”. It introduces an image of youthful fun in what is basically a boring business. Supporting the brand is a big advertising budget which accounts for a quarter of the firm’s costs. He runs expensive ads during key sporting events such as the Super Bowl.

Job-seekers supply resumes and employers pay to scan them or to post job ads. Most of the services that job-seekers get are free, but they have to pay for a service that allows them to contact each other for advice and career management. They can use this service to ask each other questions about, say, what it is like to work for a firm that they are thinking of joining.


The main contribution of Monster has been to speed up hiring and vastly increase the accuracy of the job-search process. “You can post a job at 2pm and get your first response at 2:01,” Mr Taylor says proudly. And an employer who knows exactly what he wants can use Monster’s filters to search vast numbers of resumes with precise accuracy. Monster is a serious threat to newspapers, which historically made 40% of their revenues from carrying ads, up to half of which were to staff. Headhunting firms have also lost business, because demand for their help in filling lower-level jobs has fallen.

The online job market works well for workers and employers who know what they want. It works badly for people who are unsure. Check that your resume says clearly what kind of job you want. The filters will then make sure that it reaches the right human resource departments.

Glossary:
· ad – advertisement

· resume (American English) - summary of your education and previous jobs, which you use when you are looking for a job 

British English: CV (Curriculum Vitue)

· filter – software that selects the job-seeker’s details to match the employer’s requirements

· headhunting – persuading someone to leave their job and go to work for another company in a similar position

7.1. Find information about the following:

         1. the Monster.com name

         2. the image of Monster.com

         3. Monster.com’s biggest contribution to the recruitment industry

         4. headhunting firms

7.2. Answer the following questions:

          1. Does Monster.com make a profit?

           2. What two advantages does Monster.com offer to job-seekers?

           3. Find two advantages for employers of using the Monster.com site.
           4. Which two kinds of business are losing money because of Monster.com’s success?

            5. What advice does the article give to people who want to use the site to find a job?

7.3. Who does each of the following activities? Write E for employer and J for job-seeker.

      search job ads             post a job ad                                             hire

      scan resumes              supply resumes                                         fill jobs

      recruit staff               use career management service                 join a firm

7.4. Complete the diagram with the following words:
	accepts          attend         apply        advertisement        candidates       invites    

offers             


1. Employers post a job _____ on a website or in a newspaper 
2. Job-seekers _____ for the post

3. The employer selects suitable __________                                          
4. The employer ______ the selected candidates for interview
5. Candidates ______ their interview
                                           

6. The employer ________ the job to the best candidate
7. The candidate _______ of declines the offer

7.5. Complete the text with the following words and phrases.

	accept   applications     interview      job ads          recruit        selected        

resume       offered


                           Finding a job

Esther Garcia graduated from university with a degree in telecommunications. But finding her new job was very hard. She searched all the (1) ______ in the newspapers and on the internet. She made lots of (2) _______ to different companies. She also sent her (3) ______ to all the big telecommunications companies. But most companies didn’t even invite her for (4) ______ . It seemed that they only wanted to (5) ______ people with job experience. After several months, a finance company in Madrid (6) _______ Esther a place on a three-month graduate trainee scheme. At the end of three months, Esther was the only person out of the ten trainees to be (7) ______ for a permanent job. Of course, Esther was very happy to (8) _________ .

7.6. Read the ad from the Monster.com site. Would this job be good for someone who …

         1. … wants to live in New York?

         2. … wants a part-tome job?

         3. … is looking for their first job?

         4. ...has experience in office administration but not in Human    Resources?
         5. …doesn’t have any specific Human Resources qualification?

         6. …has a university  qualification?

	Human Resources Assistant – Recruiting
company: confidential                                                       Location: US-AZ-Phoenix

      status: full-time employee                                    Job Category: Human Resources/Recruiting

Job Description
As a Human Resources Assistant you will be responsible for a wide range of duties, primarily recruiting. 
Key responsibilities include developing recruiting advertisements, scheduling interviews, checking references and working with employment agencies. Other responsibilities include entering data into our applicant tracking system and working with employee records.

Ideal candidates will have:

· at least 2 years’ experience proving administrative support within an office environment.

· proficiency with Microsoft applications.
· excellent communication skills.
· an undergraduate degree.
We are a leader in the financial services industry. Our staff are among the brightest and most dynamic professionals in their fields.

We offer competitive compensation plus an excellent benefits package.
  


     - Find a word or phrase in the ad which means:

· most suitable applicants;

· a minimum of;

· a high level of ability or skill;

· ability to express yourself clearly and understand the needs of others ;

· salary;

· something you get in addition to salary (e.g. health insurance, pension scheme).

- What would be interesting or not interesting about this job, in your opinion?
VIII. Meetings 1: types of meeting

A. Word combinations with ‘meeting’
	Arrange

get up                                 a meeting                   organize a meeting

fix

	bring forward                    a meeting                  make a meeting earlier than

                                                                             originally decided

	put back                            a meeting                   make a meeting later than

postpone                                                              originally planned

	cancel                               a meeting                   not have a meeting after all

	run                                   a meeting                    be in charge of a meeting

chair

	attend                               a meeting                    go to a meeting

	Miss                                 a meeting                    not go to a meeting


B. Types of meeting
Meeting come in all shapes and sizes, of course. Here are some types:

· chat (informal discussion) with colleagues at the coffee machine;

· brainstorming among colleagues: where as many ideas as possible are produced quickly, to be evaluated later;
· project meeting/team meeting of employees involved in a particular activity;
· department/ departmental meeting;
· meeting with suppliers, for example to negotiate prices for an order;

· meeting with a customer, for example to discuss a contract;
· board meeting: an official, formal meeting of a company’s directors;
· Annual general meeting/AGM (BrE); annual meeting (AmE): where shareholders discuss the company’s annual report;

· EGM: extraordinary general meeting: a shareholders’ meeting to discuss an important issue such as a proposed merger. 
C. How was the meeting?
      Some colleagues are discussing a meeting they have just come out of.
         Anil: I thought it was very productive.

        Juliet: Well, I thought it was a complete waste of time. I didn’t hear anything I 

                   didn’t already know.

       Barbara: I agree with Anil. I felt we had some very useful discussions, and that 

                      was reached an agreement that was good for both sides. We certainly 

                      covered a lot of ground. It was incredible the number of things we 

                      got through.

        Juliet: But there were too many digressions. John was rambling and kept 

                    wandering off the point. He just uses meetings as a chance to show 

                   off. Just like a lot of men: he just wanted to show how powerful he is 

                    and what a good talker he is.

        Anil: But to be fair, the chair really kept things moving: she encouraged 
                  people to be brief and to stick to the point and we achieved a lot in a 
                  short time. Anyway, I learned a lot and I think they listened to what we 
                  had to say.

8.1. Replace the underlined expressions with appropriate forms of the verbs in A. In some cases, more than one verb is possible.


A meeting of the Tennis Club Committee was (1) organized for 1 March, but not everyone could (2) go to it, so it was (3) delayed until March 31. One committee member said that this was too late, so eventually we (4) moved it to March 15. The chairperson (5) was in charge of it very efficiently, and we decided on some new membership rules. Only one committee member (6) did not go to the meeting.

8.2. Look at B. At which type of meeting would you be most likely to hear each of these things?

           1. I’m pleased to announce another good year for shareholders of this 

               company.
           2. I know this sounds crazy, but how about giving away 100,000 free 

               samples?

           3. Things in the sales department are getting out of control. We should all 

               start making a real effort.

           4. So, you think you can provide 10.000 a month at a unit cost of $ 4.90?

           5. Have you heard? Suzanne is being fired: apparently her sales figures 

              aren’t good enough. 

           6. That’s a deal then. Looking forward to working with you. I’m sure you 

               won’t be disappointed. 

           7. Amazingly, we’re ahead of schedule on this project.

           8. I recommend to shareholders that you accept Megabook’s offer for our 

                  company. 

             9. As you know, Megabook wants to buy this company. As chief financial 

                 officer, what do you think of their offer, Saleem?

8.3. A management consultant is talking about meetings, using expressions from C. Put what he says into a logical order.

            1. point and rambling. And then there are those who want to show

            2. moving. If they do this, it’s amazing how much ground you can cover.

            3. Of course, everyone wants meetings to be productive and achieve results. 

               But from personal experience, we know that a lot of them are a waste of 

            4. off: to show how important and clever they are. The chair should keep 

                Things

            5. the point. And we’ve all seen those annoying people who keep on 

                wandering off the

            6. time, and nothing is achieved. In order for discussion to be useful, people 

                should not go off on digressions: they should stick to

8.4. Answer the following questions:

          What sort of meetings do you go to in your organization? Are they useful?
IX. Meetings 2: the role of the chairperson
A. Before the meeting


Hilary Rhodes is a management consultant who specializes in meeting skills:


‘A good chairperson has to be a good organizer. What they do before the meeting is as important as the meeting itself. They should make sure the agenda (the list of things to be discussed) is complete by asking those involved what should be on it and then circulating (distributing) it to everyone concerned. They should check the venue, making sure the room will be free, without interruptions, until the end of the meeting!

B. During the meeting


The chairperson should be a good timekeeper. They should start the meeting on time, without waiting for latecomers.

They should appoint a minute-taker to take the minutes, making sure that opinions and action points (where participants agree to do something) are noted. 


They should make sure each point on the agenda is allocated the time it deserves and should keep to the timetable. When the time allocated to one point is up, the chair should make sure that discussion moves on to the next point, even if the issue has not been completely covered or resolved (decided).

The chair should make sure that each participant has the chance to make their point, and should deal tactfully with disagreements, making sure that each side feels their point of view has been noted. They should also try to avoid digressions, where people get off the point.


Finally, they should ensure the meeting finishes on time, or early.

C. Follow-up

After some meetings, it’s necessary for the minutes to be circulated, especially if there are action points that particular people are responsible for.

At the next meeting, the chair should ask for the minutes to be read out and see if all agree that it is an accurate record of what happened, and see if there are any matters arising (any points from the last meeting that need to be discussed). And they should check what progress has been made on the action points from the previous meeting.

9.1. Replace the underlined phrases in this article with the correct expressions from A and B:

	I don’t know how to chair a meeting!
I’ve been asked to chair a meeting about the Christmas office party, but I’m incredibly nervous as I’ve never chaired one before. Is there a secret for success?


	       You may never have chaired a meeting but as you’ve probably been to lots you’ll have seen it done well and badly. Think about the things that please and annoy you and build on them. (1) Make sure everyone has the agenda well in advance, and check that you know enough about the participants and issues to be discussed. Arrange for the (2) room to be cool rather than warm; people will be less likely to go to sleep.

        See yourself as a referee whose job it is to ensure fair play through careful watching and listening. You must ensure that the timid have a chance to (3) say what they want; deal (4) in a diplomatic way with the argumentative and to be kind to the (5) person you have asked to take notes. Getting that individual on your side is essential if you want the record to reflect your desired outcomes. It’s normal to suggest what should be left out of the minutes and how any difficult bits should be phrased. Make sure you stick to the (6) time you have allowed for each point and keep things moving by not letting people (7) wander off the subject. Get decisions made and recorded, even if it’s only to postpone matters until the next meeting. If someone is being difficult, defuse things by offering to continue the discussion personally at a more appropriate time.
           If the meeting is likely to be more than a couple of hours long, try to include a break at the mid-point; it acts as a marker and stops people getting restless.

         Aim to leave everyone feeling they have had a chance to say what they wanted to say and gain lasting and well-deserved popularity by finishing (8) when you said the meeting would finish.


9.2. Look at A, B and C. Match the verbs (1-7) with the nouns (a-g) that they go with.

             1. take                   a) a minute-taker

             2. appoint              b) the minutes

             3. circulate            c) time

             4. allocate              d) the agenda

             5. move on             e) to the next point

             6. avoid                  f) on time

             7. finish                  g) digressions

9.3. Write an essay on the following:
        What do you think are the most important skills for someone chairing a meeting?

X. Meetings 3: points of view

A. Opening the meeting


Carla Eagleton, chief executive of Creative Advertising, is opening a meeting. She could also have said:
· It’s about time we got started.

· Let’s begin, shall we?

· Shall we make a start?

· Let’s make a start.

· Let’s get down to business.

· OK, let’s get started.
Then she says ‘As you know, I’ve called this meeting to discuss the situation in the design department. The designers have a lot of freedom to work as they wish, but it seems that things are getting out of control …’

She could also have said:
            - As you are aware...                  – I’ve arranged this meeting to …

                                                               - The purpose of this meeting is to …

                                                               - The main objective is to …

B. Inviting people to speak


Carla then uses some of these expressions.
Inviting someone to start:

· Would you like to open the discussion, Greta?

· Perhaps you’d like to get the ball rolling, Greta.

· Greta, would you like to kick off?
Asking for one person’s opinion:
· What about you, Keith?

· What are your feelings on this, Keith?

· What do you think about this, Keith?

Asking for everyone’s opinion:

· What is the general opinion on this?

C. Making your point
The other participants use some of these expressions:
         a) Head of human resources: I believe the design department needs a certain 
             amount of freedom, but there are limits.

         b) Head of design: As I see it, I can’t run the design department as if it was 

             the accounts department.
         c) Chief financial officer: In my opinion, they’re going much too far. I can’t 

              bear to think of the costs involved.

          d) Senior designer: Of course, we are sensitive types and need to be given 

              the freedom to work how we like.

Other ways of making your point include:

      - The way I see it …           - Personally, I think …            - Obviously ….

      - It’s clear to me that …      - It looks to me as if …

Note: You use Of course and Obviously to introduce an idea, but also to show that you think other people will be aware of it already. Be careful, as this can sound rude.

10. 1. Which of these expressions from A are correct? Correct the mistakes.

            1. It’s about time we get started.

            2. Let’s begin, let we?

            3. Shall we make a start?

            4. Let’s do a start.

            5. Let’s get up to business.
            6. I’ve call this meeting to …

            7. The purpose of this meeting is to …

            8. The main subject is to …

            9. As you are beware …

10.2. Look at B and make these invitations to speak less aggressive and more natural.

             1. John, kick off.

             2. Kay, open the discussion.

             3. Len, get the ball rolling.

            4. Monica, tell us what you think.

            5. Nigel, give us your views.

            6. Olive, what do you feel?

10.3. Match the sentence beginnings (1-5) with the correct endings (a-e). The sentences all contain expressions from C:

          1. The way                 a) I think that the prizes we win help us to attract and 

                                                 keep the best designers.

          2. Personally,             b) as if the design people think of themselves as living 

                                                 on another planet.

          3. It looks to me         c) I see it, you should be looking at what we produce, 

                                                  not at the time of day we produce it.

          4. It’s clear to            d) opinion, we have to think of the needs of each 

                                                department.

          5. In my                      e) me that they set a very bad example to the other 
                                                 departments.

10.4. Answer the following questions:

       How freely can people express their feelings in your organization? Are people at all levels encouraged to say what they think? Are new employees asked for their opinions? 

                                                 Glossary
adj – adjective        прикметник               sing – singular             однина
adv – adverb           прислівник                syn – synonym            синонім
ant – antonym         антонім                      smb – somebody          хтось
n- noun                    іменник                     smth – something          щось
prep – preposition   прийменник              v- verb                          дієслово
pl – plural                множина
accept, v – приймати
acceptable, adj -прийнятний
accessible, adj – доступний   
acknowledge, v – підтверджувати (отримання)                    
acquire, v –здобувати 
action, n – дія, вчинок

actively, adv - активно, енергійно    
add, v - доповнювати   
advance, n – підвищення
an advance in the price – підвищення ціни; аванс

an advance payment – авансовий платіж
pay an advance – заплатити авансом
in advance – завчасно, попередньо

adventure, n - авантюра, ризиковане комерційне підприємництво 
adventurer, n -  спекулянт, ділок         
advertise, v - рекламувати   
advertisement, n - рекламувати          
affairs, n (pl) – справи   
agenda, n – порядок денний

agree, v - погоджуватись; agree with smb, smb’s opinion, point of view - погоджуватись з кимсь, із чиєюсь думкою, точкою зорy
agreeable, adj - приємний
agreement, n –  угода, договір
allocate, v -  розподіляти 
announcement, n - оголошення, об’ява, повідомлення                
annoyance, n –   досада, роздратування 
anticipate, v – очікувати, застерігати   

appropriate, adj –   відповідний
approve, v – затверджувати, схвалювати
assistance, n - допомого, співпраця
assure, v – запевняти

at hand - під рукою, близький

attend, v - відвідувати
attend to – приділяти увагу, слухати
attendance time – робочий час 
authority, n - влада, повноваження
avoid making a fuss –  не піднімати галасу     
avoid, v –  уникати, ухилятися  
blame, v - засуджувати, звинувачувати    
brief, adj -  короткий, лаконічний             

broaden one’s knowledge –  розширювати знання   
call back – передзвонювати

cancel, v - анулювати, скасувати 
cause, v – спричиняти, змушувати        
caution, v –  застерігати                                 
to be cautioned –  бути обережним, застерігати
charge to smb’s account - відносити на будь-який рахунок   
circumstances, n (pl) – обставини
clear, adj – ясний, зрозумілий                 
commitment, n – передача, зобов’язання 
complaint, n - скарга, невдоволення      
complexity, n – складність                       
comprehensible, adj – зрозумілий, досяжний  
concisely, adj – чітко, кратко, стисло
confidence, n – довіра, впевненість
confirm, v – підтверджувати, підтримувати

confirmation, n - підтвердження, підкріплення     
connection, n – зв'язок                              
connotations, n (pl) – значення                
conciousness, n – свідомість                     
consider, v – вважати, гадати                   
contradict, v –  суперечити
contribution, n - вклад, внесок
convenient, adj - зручний   
convention, n -    умова, традиція 

convey, v – передавати (думки)
damage, v – ушкоджувати, завдавати збитків
deadline, n – останній термін
deal with, v - мати справу з

debt, n – борг
declare, v – висловити, оголошувати
diary, n – щоденник

digit, n - цифра
directness, n - прямота
disagreement, n – незгода, суперечка
disturb, v – турбувати

draw a document - скласти документ
durable, adj - довгостроковий
efficient, adj - ефективний, вмілий  
elaborate, v – розробляти, розвивати
embarrassment, n – забруднення
enable, v – надавати можливість

enroll, v - вносити до списку, записувати (в члени організації)
ensure, v – забезпечувати, гарантувати

equip, v – оснащувати
equipment, n - обладнання 
error, n – помилка
essential, adj – вагомий, невід’ємна частина
exaggeration, n - перебільшення
exchange, n – обмін, розмін
exchange, v – обмінювати

expense, n – витрата
expensive, adj - коштовний
express annoyance - роздратовуватися
expression, n – вираження (чогось)
fault, n – недолік, помилка
favour, n – прихильність

flexibility, n – гнучкість
fruitful, adj - плідний
gesture, n – жест

grateful, adj – вдячний
greet, v – вітати(ся) 
grievances, n (pl) – образи, скарги
guarantee, v - гарантувати                          
handshake, n - рукостискання
heritage, n - спадщина

hierarchy, n - ієрархія
honesty, n - чесність
hospitality, n - гостинність
hug, n –міцні обійми
impact, n – зіткнення
inconvenience, n - незручність
inhabitants, n (pl) – жителі     
interest, n - відсотки, відсотковий дохід                    

interpret, v –  пояснювати, тлумачити   
interrupt, v - заважати, переривати                                
irritate, v – сердити, дратувати
irritation, n – роздратування
leave at it – залиште, досить

look forward to - чекати з нетерпінням
make sure – запевняти когось 
master communicative competence – оволодіти комунікативною компетенцією, тобто вміти спілкуватися з людьми
mention, v - згадувати
misunderstanding, n – непорозуміння
modesty, adj – скромний
notify, v - повідомляти, сповіщати
on rare occasions – у рідких випадках
oral treaty – усна угода 
participants, n (pl) – учасники

patience, n - терпіння 
personal space – особистий простір
possess, v – володіти
postpone, v - відкладати
prescriptive, adj – запропонований, приписаний (робити щось)
proximity, n – близькість
punctuality, n – пунктуальність, точність
quality, n – якість
rearrange, v – повторно домовитись

reason, n – причина
receive a call – отримувати дзвінок; syn get a call; have a call
refusal, n – відмова
reject, v –відкидати, відказувати
relative, adj – відносний, порівняльний
reluctant, adj – роблячий з небажанням
to be reluctant – бути неприхильним
rely on - покладатися на
replacement, n – заміщення

respect, v – поважати
response, n – відповідь, реакція

retail trade - роздрібна торгівля
roots, n (pl) – корені
schedule, n - графік, план, розклад
self-possession, n – самовладання
sensitivity, n – чутливість
share, v – ділитися, мати частку
sign of good breeding –  ознака доброго виховання
straightforward, adj – прямий, імущий прямо вперед
subscriber, n – абонент

summarize, v – підсумовувати
support, n - підтримка
taboo, n – табу, заборона
take into account – взяти до уваги
take turns in floor-holding – виступати по черзі
target, n - ціль, план, завдання
tendency, n – схильність, тенденція
thoroughly, adv – ретельно, до кінця 

to express one’s own intentions – виражати власні наміри
touch, n- дотик, контакт
touch, v – торкати, доторкатися
touch pad, n - клавіша (в телефоні)
traits, n (pl) – риси (обличчя, характеру)
unique, adj – унікальний, винятковий, особливий
waste time – марно витрачати час
write down, v - записати
wholesale trade – оптова торгівля
Answer Key:
Modulus 1
1.1 I work for a French supermarket company. I work on the development of new 

       supermarkets. In fact, I run the development department and I manage a team 

       looking at the possibilities in different countries. It’s very interesting. One of 

        my main responsibilities is to make sure that new supermarkets open on time. 

        I’m also in charge of financial reporting.

      I deal with a lot of different organizations in my work. I’m responsible 

        for planning projects from start to finish. I work closely with out foreign 

        partners, so I travel a lot.

1.2.             1. to                     3. at                5. in

                   2. to                     4. off              6. out of

1.3. 2. He has a full-time job.

       3. She works full-time.
       4. I work part-time.

        5. She has a permanent job.

       6. He has a temporary job.

       7. He has temporary work.

2.1. 1b, 2e, 3d, 4a, 5c

2.2. 1 b) working, boring, involves

       2 c) being, to be

         3. a) travelling, tiring, dealing

         4. d) tiring

         5. e) stimulating, repetitive
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3.2. 1. recruit, headhunt, appoint, offer, hire

       2. accept, turn down, apply

3.3. 1. turned down

       2. an interview

       3. his referees

       4. offered him a job

       5. accepted

       6. applications

       7. CVs

       8. applicants

       9. their qualifications

       10. had shortlisted six people and given them psychometric tests

4.1. 1. At 18 Ravi decided to stay in full-time education and went to Mumbai 

           University.

       2. Ravi graduated three years later with a degree in philosophy and politics.

       3. He taught for a while, but didn’t like it. He decided to train as an accountant 

           at evening classes.

         4. He qualified as an accountant and joined a big accountancy firm in its 

             Mumbai office.

         5. When hr started, he needed to develop other skills, which would come 

              through experience.

          6. He received management training to help him develop these skills.

4.2.                   1. skilled                  5. unskilled

                         2. highly skilled       6. unskilled

                         3. semi-skilled          7. semi-skilled

                         4. highly skilled        8. skilled

4.3.   1. numerate

         2. motivated, driven

         3. organized, methodical, systematic

         4. talented, motivated

         5. computer-literate, proactive, self-starter, team-player

5.1.   1. severance payment, severance package

         2. compensation package, remuneration package

         3. performance-related bonus

         4. fat cats

6.1.                     
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6.2.   1. office                     5. administrative staff
         2. head office            6. support

         3. headquarters          7. human resources department

         4. open-plan               8. HRD

7.1.     Noun - Verb                                              Noun – Adjective

          retirement – retire                                     seniority - senio
          demotion – demote                                   freelance, freelancer – freelance
          lay-off – lay off                                        redundancy – redundant

          dismissal – dismiss                                  insecurity – insecure

         termination – terminate                             flexibility – flexible

7.2.    1b, 2d, 3e, 4c, 5a

7.3. 1. reviews              4. freelancers                       7. leaner

       2. off                      5. laying                               8. redundant

       3. contracts            6. flatter                                9. outplacement         
Modulus 2
1.1. 1. marketing director                        4. human resources director
       2. research director                           5. customer services manager

       3. marketing director                        6. sales manager

1.2. Montebello                       Gomi                                             Jones

       President and CEO          Non-executive director        Non-executive director        
            Smith         Chang                Roberts                Dawes
             CFO     VP Marketing    VP Research         VP Human Resources
2.1.   1. entrepreneurs                5. grow

         2. entrepreneurial             6. leadership

         3. founded                         7. empire

         4. start-up

2.2.  Hearst: press magnate

        Son: software magnate

        Trump: property tycoon

        Murdoch: media mogul

        Onassis: shipping magnate

        Getty: oil mogul
3.1.   1e, 2c, 3d, 4b, 5g, 6a, 7f
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4.1. 1. true             3. false           5. false              7. true

       2. true             4. false           6. true

4.2. 1. critical                           4. intellectual property

       2. expertise                       5. talent, attracting, retaining

       3. human performance      6. talented individuals

4.3. creatives – 1, 3, 5, 6

       Suits – 2, 4

5.1.   1. false          3. false       5. true           7. true
         2. true           4. true         6. false          8. false
5.2. 1c, 2d, 3c, 4b, 5a, 6b, 7c, 8a, 9c, 10d
6.1. 1a, 2d, 3d, 4d, 5a, 6a
6.2. 1. people management                                        4. self-regulation
       2. social skills                                                     5. empathy
      3. self-awareness, intrapersonal, interpersonal       6. emotional intelligence, EQ

6.3. 1d, 2e, 3a, 4f, 5c, 6d

7.1.   1. conformity to specification             4. customer satisfaction
         2. quality management                        5. fitness of the design

         3. quality system

7.2. 
	                     Verb
	                           Noun

	con ́form  

de ́light

e ́liminate

ex ́pect

fit

 ́satisfy

 ́specify

  ́toleraté

 ́vary


	con ́formity, con ́formist

de ́light

e ́limination

ex ́pectation,  ́expectancy

fit,  ́fitness

sati ́sfaction

specifi ́cation

 tolerancé

vari ation, var iety


   1. (customer) satisfaction                    4. elimination of variation

   2. (customer) delight                           5. (customer) expectations

   3. conformity to specification             6. tolerances

8.1. 
	             Verb
	             Noun(s)
	         Adjective(s)

	ap ́ply

  ́standardizé


	appli  ́catioń

standardi  ́zation


	ap ́plicable

  ́standardized


            1. certification, certified

            2. application

            3. standardized

8.2. 1f, 2a, 3d, 4g, 5c, 6d, 7e

9.1. 1. metamorphosis                                7. assess

       2. disparate                                          8. platform

       3. disseminate                                      9. context, shelf life

       4. gather                                               10. accomplish

       5. phenomenon                                     11. deluge

       6. access, tap into
Modulus 3 

1.1. 1. Before we employ people, we like to put them in job situations to see how 

           they do the work and fit into the corporate culture.
        2. The company has built a grand corporate headquarters as a permanent 

            symbol of its power.  

        3. Our stylish new corporate logo shows our wish to be seen as a more 

            international airline.

        4. The company is growing and corporate profits are rising.

        5. The rules were introduced to protect women working in factories, but today 

             they make it harder for women to climb the corporate ladder.

        6. Companies hit by computer crime are not talking about it because they fear 

            the publicity will harm their corporate image.

1.2.  1. commercial airline                         4. commercial artist

        2. commercial land                             5. commercial disaster

        3. commercial television

1.3.  1. free enterprise                            4. corporation

        2. private enterprise                       5. enterprise culture

        3. enterprise economy                   6. enterprise zone

2.1.  1. partnership                                 4. sole owner, freelancer

         2. public limited company            5. limited company

         3. corporation

2.2.  1. demutualization                          4. demutualized

         2. Building Society                         5. demutualize

         3. members                                     6. mutual

2.3.  1b, 2c, 3e, 4a, 5d

3.1.  1. property                                       6. defence

        2. telecommunications                     7. leisure

        3. cars                                               8. pharmaceuticals

        4. tourism                                         9. media

        5. financial services                          10. healthcare
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4.1. c

4.2.  - interesting places for teams to meet - 4 

        - groups of colleagues – 3

        - modern technology – 2

        - people who need to be good team members – 1

4.3. 2 F    3 F    4 T     5 T   6 F

4.4. 2i, 3g, 4a, 5d, 6h, 7b, 8c, 9c

4.5. 2. R&D    3. buying       4. production           5. marketing

4.6. Management: directors, CEO, manager, boss

         2. colleagues    3. directors      4. manager       5. staff          6. boss   
5.1. b

5.2. 1. steel, cars          2. under $ 3,000            3. drink or smoke

       4. publicity            5. 1991                          6. 1917

       7. two thirds          8. investors

5.3.  2. competition        3. investor         4. manage              5. trade

        6. publicity             7. export

5.4.  1. competitors         2. publicise       3. trader                 4. investment
        5. training                6. manager        7. export

6.1.  Manpower is an employment agency.

         The article mentions: temporary, professional, administrative, manual and 

         skilled workers, older workers.  

6.2.  1. It started in 1948.

        2. Employment agencies supply companies with different types of 
           (temporary) workers / employees.  

        3. Another word for “temporary workers” is “temps”.

        4. They expected a job for life.

         5. New skills / training can help workers improve their career opportunities.

        6. They have started to employ older workers.

6.3.  1g, 2e, 3a, 4c, 5f, 6h, 7d, 8b

7.1.  1. pager                            4. videophone
        2. mobile phone               5. webcam

        3. cordless                        6. public phone

7.2. 1. It would be good to see Anna soon. I’ll phone her and see when she’s free.

       2. correct  

       3. Why don’t you ring Pizza Palace and order some takeaway pizza?

       4. I rang them five minutes ago but there was no answer.

       5. correct  
       6. correct  
       7. I’ll give her a bell and we’ll fix up a meeting.

         8. When you get some news, give me a buzz.

7.3. 2. four-zero-seven eight-two-four four-three-two-one
       3. two-one-three nine-five-six one-seven-double-seven

       4. two-one-zero double-two-five one-three-nine-one

       5. nine-zero-one double-three-two double-three-double-two

      6. five-two-zero six-three-eight two-six-two-six

7.4.  1. reservations line                                 4. information line

        2. helpline                                              5. free phone number

        3. hotline  
8.1.  1b, 2a, 3e, 4b, 5c, 6f, 7d
8.2.  1, 5, 3, 6, 7, 2, 8, 4

8.3. Hi James, this is Annelise calling from Sprenger Verlag in Hamburg. It’s very

       difficult to get hold of you. I phoned you earlier, but your switchboard put me 

       through to the wrong extension. Anyway, I’m calling you to discuss the 

       contract we were talking about in Frankfurt. I’ll call again later or perhaps 

        you’d like to ring me here in Hamburg on 00 49 40 789 1357. Bye for now. 

9.1.  1.

        A: Can I speak to Mrs Lee, please?

         B: Speaking. I’m rather tired up at the moment.
         A: Sven Nyman here. I’m calling about your order.

         B: I wonder if you could call back later.

         2.

         A: Is that James Cassidy?

          B: No, I’m afraid not. Can I ask who’s calling?

          A: Annelise Schmidt. Is James Cassidy available?

          B: I’m afraid he’s in a meeting. Would you like to leave a message?

          A: Could you ask him to call me back as soon as possible?  

9.2. This is a suggested answer, but you can use any word beginning with each 

        appropriate letter.

            2. V for Victor, A for Alpha A for Alpha, L for Lima, L for Lima, A for 

                 Alpha, D for Delta, O for Oscar, L for Lima, I for India, D for Delta

            3. W for Whisky, E for Echo, B for Bravo, B for Bravo, E for Echo, R for 

                Romeo

             4. WWW dot, britishcouncil all as one word dot, org slash courses

             5. P for Papa, E for Echo, T for Tango, E for Echo, R for Romeo, new 

                word, H for Hotel, O for Oscar, U for Uniform, S for Sierra, E for Echo

             6. M for Mike, A for Alpha, C for Charlie, P fpe Papa, H for Hotel, E for 

                 Echo, R for Romeo, S for Sugar, O for Oscar, N for November

              7. john hyphen smith at Cambridge dot ac dot UK

9.3.     1g, 2d, 3b, 4f, 5c, 6e, 7a, 8h

10.1.   f, b, j, a, h, d, k, e, i, c, g

10.2.  1. natural                       4. strange

          2. strange                      5. natural

          3. natural

10.3. 1e, 2c, 3b, 4a, 5d

11.1.  1. Can you fax your most exciting designs?

          2. Sure, I’ll fax you the drawings.

          3. What’s your fax number?

          4. Can you fax me the designs our customers will be most interested in?

          5. I’ll fax them to you straightaway.

          6. If you could fax everything, that would be great!

11.2.  1. intended recipients, advise, sender

          2. confidential, destroy

          3. cover sheet, illegible

11.3.  1. resent                      4. did not jam

          2. went through           5. send, through

          3. did not get stuck      6. legible

12.1.  1. bcc                              4. attach

          2. forward                       5. send and receive

          3. reply to all                   6. delete
12.2.  1. copy Chris Jones in on          4. forwarding

          2. Attached                                  5. Best wishes

          3. attachment

Mudulus 4  

1.1 1. macho culture              4. company/corporate culture
      2. canteen culture             5. macho culture
      3. long-hours culture        6. long-hours culture
1.2.  1a ABC            2a SBC               3a ABC

        1b SBC             2b ABC             3b SBC

2.1. 1. false           3. false           5. false             7. true

       2. false           4. true             6. true

2.2  1. Gammaria              3. Deltatonia

       2. Betatania                4. Alphaland

3.1.  1. Gammaria              3. Deltatonia

       2. Betatania                4. Alphaland

3.2. 1. -           3. +         5. -        7. +

       2. -           4. +         6. –

3.3.  1d, 2g, 3c, 4h, 5b, 6f, 7a, 8e
4.1.  2. true – probity and responsibility must be embedded

        3. true – taking the reader step by step through the process

         4. false – creating and building a successful CRS management system is a 

                         complex, long-term project

         5. false – codes of conduct are not enough on their own 

         6. false – It encourages companies to think hard about …whether they are a

                          potential long-term partner 

4.2.  1. bribes               3. transparency

        2. community       4. ethics

5.1.  1. stakeholder theory                                               3. stakeholders

        2. social reporting, public relations exercise           4. social audits

5.2.  1b,  2a, 3d, 4c

5.3.  1. sweatshop labour
         2. working conditions

         3. child labour

         4. health and safety record

         5. labour standards

         6. labour abuse / labour exploitation

6.1. c
6.2.     2. true            3. false        4. true        5. false            6. false   

           7. true            8. false

6.3.  2f, 3d, 4b, 5a, 6e

6.5.  2. produce       3. sell          4. retail          5. maker       6. building

        7. organizer      8. competitor

6.6.  2. sell; products        3. maker          4. building

        5. manufacturing       6. retailers          7. competitor

6.7.   2. make / produce / manufacture        3. competitor        4. sell

         5. retail outlets            6. build

7.1.  1. name: the firm’s single biggest success factor

        2. image: youthful fun

         3. contribution: speeds up hiring and increases the accuracy of job-searching

         4. headhunting firms: have lost business to Monster.com

7.2. 1. yes

       2. get free job-search service, can get advice on career management, can 

           contact each other to ask questions 

       3. get quick responses, search large numbers of resumes with accuracy

       4. newspapers, headhunting firms

       5. You should know exactly what you want; check that your resume is clear 

           about what you want.  

7.3.  Employer: post a job ad, hire, scan resumes, fill jobs, recruit staff

        Job-seeker: search job ads, supply resumes, use a career management service, 

                           join a firm

7.4.  1. advertisement                     2. apply

        3. candidates                           4. invites

        5. attend                                  6. offers

        7. accepts

7.5.  1. job ads                 2. applications

        3. resume                 4. interview

        5. recruit                  6. offered

        7. selected                8. accept

7.6.  1. No    2. No    3. No   4. Yes     5. Yes    6. Yes

           1. ideal candidates

            2. a least

            3. proficiency

            4. excellent communication skills

            5. compensation

            6. benefits package         

8.1. 1. arranged / fixed / set up               4. brought it forward

       2. attend                                           5. chaired

       3. put back / postponed                    6. missed

8.2.  1. shareholders’ AGM                    6. meeting with a customer

        2. brainstorming                             7. project meeting

        3. department meeting                    8. EGM

        4. meeting with suppliers                9. board meeting

        5. chat

8.3.  3, 6, 5, 1, 4, 2

9.1.  1. Circulate the agenda well in advance               5. minute-taker

         2. venue                                                                6. timetable

         3. make their point                                               7. digress

         4. tactfully                                                             8. on time

9.2.  1b, 2a, 3d, 4c, 5e, 6g, 7f

10.1.  1. It’s about time we got started.        6. I’ve called this meeting to …

          2. Let’s begin, shall we?                     7. correct

          3. correct                                              8. The main objective is to …

          4. Let’s make a start.                            9. As you are aware …

          5. Let’s get down to business.

10.2.  1. John, would you like to kick off?

           2. Kay, would you like to open the discussion?

           3. Len, perhaps, you’d like to get the ball rolling?

           4. Monica, what do you think?

          5. Nigel, what are your views on this?

          6. Olive, what are your feelings on this?

10.3.  1c, 2a, 3b, 4e, 5d 
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       Montebello





Non-executive director


___________________








__________________





________________________








____________





________________________








      Dawes





We had such a great time working together.





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





We’re beginning to get to know each other better.





Who does Jane think she is, taking over and behaving as if she’s in charge?





We need to appoint a leader.





We’ll never finish this.





Do you remember that time we worked until 3 in the morning?





I’m new here – I don’t even know what we are supposed to be doing.





I know we’ve had arguments, but can I help you with this?





I can see what we’re supposed to be doing now.









