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Cambridge International Corpus

In writing this book, extensive use has been made ot business-related material from the
Cambridge International Corpus: business articles from the Brirish and Amenican
The corpus has provided valuable information on the typical patterns of business
usage, and this has been used in compiling the language presentation marerial and
many of the exercises.

The Cambridge International Corpus is a vast database of over 700 million words of real
English taken from books, newspapers, advertising, letters and emails, websites,
conversations and speeches, radio and relev

[S11N
m The Corpus helps us to get a representarive picture of how English is used, both in
writing and in speech
m [t is constantly being updared so we are able to include new words in our books as soon
as they appear.
m [t contains both Brirish and American English, which means we can analyse the
differences and produce accurace materials based on either variery of English.
m It is ‘real” English so we can ensure that examples in our books are natural and realistic.
The Cambridge Business Corpus, which is parr of the Cambridge Internacional Corpus,
contains business articles from the British and American press, business books, financial

and legal documents, company reparts, professional and commercial texts, government
reports and producr descriptions.

mbridge Business Corpus

More choice from the world’s hestsellers hrtpi/fwww.cambridge.org/elt/inuse

Michael McCarthy
Falichy oDl

CAMBRIDGE
Advanced
Learner’s
Dictionary

Visit our dictionary website:
www.dictionary.cambridge.org
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Vorld of work
(A

‘T work in advertising. I love my work, which is really rewarding and stimulating.
Originality and creativity are very important in this indusery, of course.

No two days are the same in my job: [ could be contacting film companies for new
advertising campaigns one day and giving client presentations the next. 1 like the client
contact and 1 am very much hands-on — being involved with the productive work of the
ageney rather than managing it.

When 1 jomed the ageney, Lhit it off with my colleagues immediacely and 1 still get on
well with them. There’s a very good rapport between s’

e the team work

‘T'm an aircrafr engineer, I work on the rescarch and development of new aircraft. | love
putting ideas into practice. [ like working on my own, bur it's also great heing part of a
team. [ like rhe team work and the sense of achievement when we do something new.
And of course, the planes we produce are very beautiful.

Is there anything [ don't like? T dislike davs when I'm chained to a desk. I don™t like
admin and paperwork — sometimes I feel I'm snowed under wich it. And in a large
organization like ours, there can be a lot of red tape and bureaucracy - rigid procedures
thar can slow things down.”

| w to make 4 contribution

‘I'm a secondary school teacher. It’s a low-paid job but I wane to help people and make a
contribution to society, That’s what gives me motivation. My job gives me a lot of
satisfaction. The work can be stretching, taking me to the limits of my skills and
knowledge. But it’s great to see kids developing and learning. Of course, they can be very
difficult and demanding, but sometimes we even ger recognition from parents thar we are
doing a good job! But | don't like unnecessary interference - I don't like peaple breaching
down my neck.

10 Business Yocabulary in Use (advanced)



Complete the sentences with expressions from A opposite.
1 Work that is interesting and exciting i$ .o and ...
2 Tf vou spend time with customers, you have

3 If you have a good working relationship with your colleagues, you

well with them.

4 If you do the actual work of the erganization rather than being a manager, you are

If you want to say that work 1s not repetitious, you can say, ‘...

6 cnsmssecdndses

are when you have new and effective ideas that

people have not had before.

The aircraft engineer talks abour his work. Complete his statements with expressions from

B oppuosite.
Pl .
" - 4
{ Sometimes | work late at the A d [ love the .
office when everyone has involved when we all \wlk rtzg..erhrl
gone home. | like | focreate something new.
/ 5.7 N
/ { Its rare, but sometimes when | come to the \

office and see a huge pile of work waiting for me,
L7\ [ feel u:mpkleh

/_Ir s great to sce whar [ learnt

during my engineering course at
university being applied in acrual
designs. | like

/

5 ™
( When we see a new phnr fly for the first
S time, we all feel a great ..

3
I hate it when there is a big stack =
of documents and lereers on my g - . : "

o 4

t frustrared when you have ro M\
desk thar I have ro deal with. et permmission to spend anything
KAk over £50. 1 don't like
and

.. and

Complete this table with w(.:rds from C opposite and related forms. Put a stress mark in frone of
the stressed syllable in each word. (The first one has been done for vou.)

Verb Noun Adjective

con'triburte (or 'concribure) condri oution con' tributory

demand

motivare

recogize

satisfy

Over 4o Hou

Write a job description fur your own job or one you would like, and say why you feel you
are suitable for it.

Busmess Yocobulary in Use (advanced) I



Management styles 1

tivation 1

Yolanda - seninr manager, car
MO rental firm

e

/" 1beligve that all our employees can find satisfaction in what they do. We give them

responsibility, which means that the decisions they take have a direct impact on our success,
and encourage them to use their initiative, so they don’t have to ask me about every
decision they make.

We hope this gives employees the feeling that they are valued, with management knowing
the effort they make. We believe chat all this leads to a higher sense of motivation among
employees,

When evervone feels motivated, morale is good and there is a general feeling of well-being

"\in the orgamzation. s

m Motivation 2

£ 1dont belicve in all this talk about motivation.
| My subordinates, the people working under me, are

basically lazy and need constant supervision — we
have to check whac they are doing all che tme.
Some people think this is authoritarian, but 1 think
it's the only way of managing.

Decisions must be imposed from above without

consultation — we don't discuss decisions with z
L workers, we just tell them whar o do. / Xavier - factory manager

Nute: Subordinate is very formal and can
be negative.

m Theory X and Theory Y

Kavier has conservative views and believes in what the US management thinker Douglas
MecGregor?! called Theory X, the idea that people dislike work and will do everything
they can to avoid it.

Yolanda is more humanitarian and believes m Theory Y, the more advanced view that,
given the right conditions, everyone has the potential to find sansfaction in work.

Orthers have suggested Theory W (for ‘whiplash™, the idea that most work since the
beginning of human society has been done under systems of slavery.

Y The Human Side of Enterprise (McGraw Hill 1985)

12 Business Vacabulary in Use {advanced)



2.2

Yolanda's employees are talking abour her management style — see A oppasive. Replace the
underlined phrasces with appropriate forms of expressions from A. (Pay attention to the
grammarical context. The first one has been done for you.)

1 She knows exactly what's involved in our jobs. She makes us feel she understands the etfore

we make.

She makes us feel vatued.

~N

She cncourages us to do t

w

towards the company’s goals.

o op

our work.

gs withour asking her first.
The feeling among employees here is very good. We teel really nvolved and wanr to work

We have a real sense of the idea thar our efforts are important tor the success of rhe company.
We have a real sense of liking what we de and feeling good when we achieve specific goals in

Look at the expressions in B opposite and say if these statcements are true or false,

1 Authoritarian managers like listening o the opinions of their employees.

2 If people need constant supervision, you have w watch them all the time.
3 Authoritarian managers like the idea of consultation with their employecs.

4 If decisions are imposed from above, employees have no influence over them.

5 Someone’s subordinares are the people working above them.

Managers from different companics are ralking abour their employees. Look at C opposite and
say whether each manager believes in Theory X or Theory Y.

T You have to keep an eye on

employees the whole time. Al
I don’t allow them ro work -

ar home.

L= = oy
It’s important 1o let people work
withour constant supervision.
They feel they're being treared
like children otherwise.

2
T encourage employecs to

use their oW initiagive.

That way you can see the

potential future managers |

among them. |
—

i

7

=4

Over 4o you *

—
L They must be here by 8.30 am

and they can't leave before L
5.30 pm. That way I can be
sure they are doing the work

| we are paying them to do. |
L -

5 {* We encourage the workers I
at the plant ro make suggestions
1 for improvements in the processe
they arc involved with. /

. B i i Y

All they're ingerested 1 is |
getting to the weekend, doing

as little as possible. )

2=

f

N

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

Business Vocabulary in Use (advanced) 13



3, Vianagement styles 2
m Hvaiene factors

ia, the car rental manager we met in
2, wenr on a management course, She
d at the work of Frederick Herzberg!,
who studied whar morivates emplovees, and
ook these nores.

Taere are. aspects of work that are not in
tremsees encugn to make emplonees
satisfied, but Fhat can cause dissatisfaction
i£ they are. nok right.

These are. hyaiens Lactors:

Supervision - the way you are. managed

policy - +he averall purpose. and qoals of +he
organization

working conditions - the. place where you work,
nours worked, ete.

salary,

peer relationshios - how you relate to and work
with othars at the same level i

+he organizadtion Other aspects of work can give positive
Security - level of confidence. satisfaction.
about Hhe. Future of bjOlAl"JOb These are +he modivator Lactors:

achigvement - the Leeling +hat you have been
) successiul in reaching gour goals

Motivator factors recogqnition - Hhe Lecling Hhat gour emploters
anderstand and value what you do by giving
positive feedback
Hhe work tHself - e nature and interest of
fhe. job
responsibility - when you are. in charge. of
something and 45 success or Laiure
advancemend - how far you wil be. promoted in
Hhe organization; how £ar you wil go up +he
career laddee
personal qrowth - how tou develop personallyy in
Hour work, and gour cpportanities fo do this

Empowerment

On the course, Yolanda also looked at a related but more recent idea.

Bpowerment - the idea that decisions, where possible, Snould be made. b
emplogees who are close. to Hhe iSSues or problems 4o be solved, without
having +o consult their managers further up in +he hierarchu, W ofher
words, MARAGESS have +o delegate as much as posshble.

U Wk and the Natrere of Man (Staples Press 1968)

14 Business Yocabulary in Use {odvanced)
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3.1 Look ar the job advertisement.
March the circled items 1-6
to the hygicne facrors in . =g e o
A opposite. Legal Translator English-French I

Paris (11€50,000/ I

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

Based in the ﬁmls busy translation department, you will work
(2){under the head of translation; ! i|(@s part of a eam of fi
(translators) (41lIn line with the overall policies of the firm, you
will wark 15 ra 35-hour week,) with a uenm'k_acl in the
(FirsTinstanc ED

1.2 Vanessa Holr got the job adverrised above. Three monehs later, she writes an cmail to an
employment agency. Complete the email with expressions from B opposite.

[ia]

Bi] [ednlel (0]

l—susanmm@mmptrans co.uk
From ... ]rvanes a holt@d nith.fr

Subject ... ] rEnquiry

Dear Ms Rivers

As you can see from my CV, I'm a qualified lranslator, and |'ve been at Duval and Smith, 2n Anglo-French law firm in

Paris, for three months now. I've had expenence of Iranslating a lot of different documents, so (1)

... 15 inferesting anuugh but | don't getany (2) for the work | do
- my boss never + comments at all, He never gives us any (31 ... H either, for example by leting us deal

with clients directly. | never gel a sense of (4] because my boss takes all the credit for the work we do,

There are: quite gocd apportunities for pramation and (31 - .. &t Duval and Smith, but U'm not sure | want

lo stay. | think there must be betler opportunities elsewhere for me lo develop, and as (6

oo, 15 IMportant to me, 've decided to move back to the UK and look for a job lhele

I'dbe grateful if you could let me know of any openings you may have with your clients in the area of legal translation

1ok forward to hearng from you.

Kind regards

Vanessa Holt

3.3 Complete the table with words from C oppesite and related forms. Pur a seress mark in front of

the stressed syllable in each word. (The first one has been done for vou.)

Verb Noun Adjective
L con’sult consal'tation, con'sutfancy con'saltatwe, con'sutting |
| con'saltant

hierarchical

Over 4o you

Talk or write to a new employee about your own organization or one you would like to
work for, in relation to Herzberg’s motivator factors.

Business Vocobulory in Use (advanced) 15



Fmployment and employability

tsourcing
. a 30-year-old information technology
specialist, talks abour his career so far:

sed to work in the I'T deparrment of a

k. All the IT work was done in-house. |
oughr | had a job for life. Bur then one day
the bank decided to cut costs by outsourcing
the work to a specialist IT company called
1T Services (ITS).

Luckily, the bank didn't make me redundant
so [ didn’r lose my job, and after a while T
decided ro work for ITS instead. Ac first, T
didn’t know whar ro expecr, but now I'm
very happy. We work with a lot of different
clients - T'm a consultant and | give them

advi

Employability

“ITS put a lot of emphasis on professional development and we often go on training
courses so we can keep up with current trends in the industry.

ITS teif us thar although we may not have a job for life with the company, our up-ta-date
skills will mean that we will always be employable. Companies and governments talk
about the importance of lifelong learning — continuing to develop our knowledge by
goimng on courses and reading journals, for example.

[ really enjoy my work but in the next ycar or two, [ may make a career move and join
a H()rh(‘r Cnl'l'l]'!ﬂn}'.‘

Freclancers and portfolio workers

“When I'm abour 40, [ want 1o set up on my own as a freclancer offering consultancy
services to different companies, The idea of working freclance on different projects for
different clients arrracts me.”

The management thinker Charles Handy! calls freelancers portfolio workers because they
have a portfolio or range of different clients. Some experts say that increasing numbers
of people will work this way in the future, as companies outsource more and more of
their work because they want to concentrare on their core functions.

Note: People are called freelancers or freelances. The corresponding adjective is freelance, a5 in
‘freclance work:

! The Age nf Unreason (Random House 2001)

Business Vacabulary in Use (advanced)



Complete the crossword with appropriate forms of expressions from A, B and C opposite

Across

4 ‘Training courscs erc. relared to
work: . developmenr. (12)

6 What many companies no longer offer. q P
(334 | B [T 1]
8 and 9 down When you ger a better job L] #l 3
vou make a B (641 : )

10 Someone who offers professional advice ] 1 ﬂ—I'T 1T
€rc. to companies. (10) i E | —

11 Companies that buy in services from | = 7
outside suppliers ... these - ‘ﬁ—’—r\r):-—-m —
services. lg’)p i . ! —t

12 If you start work as a freelancer, you g g I

on your own. (3,2} i 2 FTi l 1 J 1 |
T ‘T I i
Down
I Having the skills needed to get a job. (10)
2 and 3 Someene wha does work for a number of different companies. (9,6)
5 The people in 2 and 3 down are also called e (11)
7 If vom Jose your job, for example becavse it has been oumsoureed, you are made . L 19)
9 See § across.

Complete the sentences with appropriate forms of expressions from A, B and C opposite. {There
are two possibilities for one of the gaps.)

1 There’s a lot to be said for .. . T would encourage more working

men and women to refresh their skills on universiry short courses tailored to their needs.

That way they can keep up with and make sure they are always

aware of the latest thinking in their arca.

2 1love my new job. This is definitely the best ... - I could have made.

3 The company fired 11,000 employees and sold several business units, Non-core ....
were oursourced.

4 Some former advertising exccutives offer .. o ad dgencies, bringing

expertise the agencies do not have themselves.
5 Some ‘creative’ businesses, like design services, have hardly any permanent staff and rely on

work done by .

6 Of course, there are advanrages to doing some things i : you don't

have o explain to outsiders what you want them to do.

Over 4o Hou ‘1

Would it be possible to do your job or one you would like as a freelancer? Why | Why not?
What are the advantages and disadvantages of being a freelancer?

Business Vocabulary in Use (advanced)
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Wavs of working

Nordland is an advanced industrialized country.

In addition to vutsourcing some functions to

freelancers (see Urit 4, many organizations there

are Jooking for ways of having more flexible

working, for example:

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

m part-time workers wha work less than a full
working week

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

B ob flexibilit
The government of Nordland is trving to encourage this kind of ]oh flexibility, and it has
passed laws that allow companies to hire and fire employess easily. When letting people
go, companies only have ro give them two weeks’ notice and re amLJv small rednndancy
payments; one week's salary for every year worked is the norm.

I'he government has also reduced unemployment benefits, che money paid to people
without jobs. They say that all these measures make for a flexible job marker and
encourage job creation. Critics say that this approach leads to job insccurity, with
employers able to get rid of cmployees too easily.

Job protection

Sudonia is an advanced industrialized country with a very different approach. Companies
in trouble are only allowed to make employees redundant after a long period of
consultation. If employces are made redundant, they receive generous redundancy
payments and then unemployment henefits. The government says people need this sort of
job protection, and trade unions are fighting hard to keep ir.

Br radc un
AmE: labor unions

Payments to employees such as sick pay, and parental leave when they
have time off following the hirth of children, arc also very generous.
Mothers ger 18 monrhs™ paid maternity leave and fathers ger six months’
paternity leave. Bur the social charges which employers and employees have to pay cthe
government arc very high.

Critics say that this contributes to a rigid labour market, one with too much job
protection, Thev say that this sort of inflexibility discourages job creation

and leads in the long run to higher unemployment and slower economic growth. As a
consequence, companies may look abroad for cheaper bases and workforces.

18 Business Yocabuldry in Use (advanced)



www.I[ELTSPROTALK.com

Look at A opposite. Which type of work is cach of these people referring to?

1 work at the local council for ? /i work in a petrol station 20
two days a week, and my friend hours a week.
works in the same job on the 7 | — —
other three days. J /

. - -

2 .‘/I'm on a job at Clarkson’s until

the end of next week, Then I'll F\
J

| ery and find something else.

Melinda and Nigel, rwo managers from Sudonia, are ralking about the issues in B and C
vpposite. Replace the underhined phrases with expressions with items from those seerions. Pay
attention to the grammarical context. (The first one has been done for you.)

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

We. can’+ make emplogees redudant witnont a lok of consultation with +rade. wmions,
qovernment cificials and 50 on. We have 4o keep even he laziest, most
feompetent peor

Nigel: 1know what you mean. [ don’t have the opportunity to recruit and get rid of prople
as I want! This sort of rigidity must be bad for the job market. The number of people
without jobs in this country is very high.

Melinda: 1ts a nightmare! If vou do want to get rid of people, you have to tell them three
months in advance.

Nigel: Yes, and you should see the amount of tax | have to pay for cach of my employees
just sa they can get money when they fall ill, and so on.

We should move to Nordland, where they have a job market that gives employers a
lot of freedom. The level of new johs being created there is incredible. Sudonia should
copy Nordland.

Nigel: 1agree, but it never will, untl ics too lae!

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

1 When companies ler employees go. they make them redundan.
2 One person’s job flexibility might be another’s job insecurity.

3 In flexible job markets, hiring and hring is complex.

4 Employcee benefits are paid for through social charges.

5 “Rigidity” is another word for “inflexibility’.

6 When fathers take parental leave, this is called *fatherly leave’.

7 The cost of job protection might be higher unemplovment.

Is your country more like Nordland or Sudonia? What are the advantages and
disadvantages of flexible working?

Business Vocabulary in Use {advanced) 19
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Vork-iife balance

z to find ways to de-stress. They mav complain thart they have
stress-related illness. Some people may sutfer burn-out or a complete
breakdown, which means they are no longer able to work.

“Stress” often oceurs in these combinations:

factor somerhing that causcs srress
symptom a sign that someone is under stress
I h al amount of damage caused by stress
St to the tot, ount o I 3 )
management ways of dealing with stress
industry term used by critics to refer to counselling, research,

relation to stress

etc. done

Note: ‘Stress’ and 'pressure” are bath countable and uncountable: you can also talk about the stresses
and pressures you are under.

The causes of stress
The most common causes of stress are:
®  heavy workloads: o much o do in the limited time available

m office politics: problems with colleagues who above all, want to advance
their own position. These people like playing pol

®m role ambiguity: responsibilities are unclear

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

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

Quality of life

Some people are workaholics - they think abour verv little except work. Others are
increasingly looking for quality of life: less commuting, more time with their families, erc.
Journalists write ahout people downshifting or rebalancing their lives. They may work
part-time, work from home, move to the country and so on.

In a recent survey:

a 95 per cent of homeworkers said they have a better work-life balance or home-work balance
than when they were in-company because they can spend more time with their families and
on leisure activities.

b 82 per cent said they have more autonomy and independence: they are able to organize their
work and their dme how they want.

But in the same survey homeworkers also complained that:

¢ there is no boundary between work on the one hand and personal life on the other — the two
overlap (73 per cent)

d they feel lonely and isolated because they are out of contact with others and don't have
colleagues around them (57 per cent).
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Complete the arricle with appropriate forms of ‘stress” from A opposite,

Payouts predicted for
stressed teachers

Teachers could win settlements of
up to £250,000 over work-related (1}
a senior lawyer for
the National Union of Teachers has
predicted, following last week’s
£47.000 compensation deal for a
Wirral secondary teacher made il by
overwork,

For those who believe that teaching
is an casy life. the story of Muriel
Benson came as a reminder of the
pressures. She was forced to retire
three years ago [rom a senior post at
Prenton High School because her
health could not stand up to a 66-
hour weekly workload.

‘Wirral council is refusing to discuss
Benson's case, but. according to her
side of the story. the breakdown that
led 1o her early retirement also
followed a failure by her employers

{0 address the problems causing her

2)..
Doug

Me.

o - illness.
oy, me general secretary

of the Nalmml Union of Teachers,
suid: “This case is clearly a warning
1o teachers’ employers that neglect

of a
could

(3}
lead w©

. situation

ﬂmﬁc'mr medical

damage. They must not allow that
danger to develop and destroy a
teacher’s career. We know there arc
hundreds of teachers out there who

are feeling (4)

. and

pressured. They can n be prmeu.tecl if
they come to us for help”

But

Neil

Fletcher,

cducation

sceretary of lh: Lucul Government

Assoc

iation,

“There is no

evidence that tea mhmg is hccnmmg
more {5) ..

The Guardian

Which two of the causes of stress in B opposite are specifically menrioned in the article above?

Match the statements (1) to the findings in the survey in C opposite.

: 2 3 3
Sometimes I wish 1 was working every\/

day as part of a team in an office.

2 S T
(Yes‘ [ see much more of my children

Over 4o You “‘

stressful? Why { Why nat?

Yes, my boss 1sn’t breathing -\_7—

\du\\-’n my neck the whole mmej

I work in the living room, and the

work is always there, waiting. I can’t

get away from it

k again at the article above. Do you think that working 66 hours a week is always

What are the main causes of stress in your job or one you would like?

How do you combat stress?

Business Yocabulory in Use (advanced)
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Managing talent

22

ympetents

Devising strategies to prevent
the flight of talent

Is your company today held
dependent on “core competents™
— lented individuals possessing
the skills that make your products
and services umigque? If so, you're
In a study by the
Corporate Leadership Council. a
computer company recognised
K core competents out of
16,000 employees; a software
company had 10 out of 11.000:
and @ transporiation  group
deemed 20 of Qs 33.000
truly  critical 1o

not alone.

employees
performance
Core competents will stay only as
long as organisations can offer
them something they de
in mind. though, this
phenomenon concerns a small
group of highly skilled people,
However, talent  does  not
neeessanly  equate o an
impressive title. Core competents
need not be senior cxecutives, but

d suits

An expert in workplace trends says:

‘Some activities depend on groups of freclance creatives
for each project. For example, in film-making, the
creatives, that is, th
talent — the acturs - 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 reams together for cach project. Other industries

writers, d

work in similar ways.

For example, in software development, managers and
programmers may come together to contribute 1o a
particular project and then leave to work on others.”

Mate: 'Suits' is mostly used in the plural and is colloguial.

Business Vocabulary in Use {advanced)

Cctor, ete., and the

could just as easily he people
whase intellectual property is
crucial to the orgamisation, or
whose particular expertise is
ditficult 1o replicate.

No company ever went hankrupt
because it suffered [tom having
too much talent. Recent research
shows that only 7 per cent of all
managers strongly agree with the
statement
cnough talented managers (o

“our company  has

75 per cent of
exceutives worldwide now rank
human performance ahead of
productivity in
terms of strategic importance. The
same swdy also reveals thar 80
per cent of all exceutives claim
that by 2000 attracting and
retaining people will be the
leading success factor wn stratery.

nd technolig

Financial Times




TALK.C

Look ar the arricle in A opposite and say if these statements arc true or false.
Core competents ...

are highly skilled people.

are key to the functioning of some organizations.

are always senior executives.

have knowledge thar is easy for other people ro acquire.
are in plentiful supply

[ IS B U

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

~

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

Complete the sentences with expressions from A opposire.

1 Core competents are employees who have been idendified as e 10 the success of the
company,
2 People who have specialized knowledge or ... are very valuable to the company.

w

Some say that people are a firm’s most importan assets, and therefore

...... is key to its success.

=

For many hi-tech companies, ..o oo .. is their most important asset, more

important than their physical assers.

o

The problem with ... . 1s that it can just walk our of the door - we have to find ways

of e it initially, and then ... 1t 50 that it doesn’t go to competitors.

a

In fact, getting the best our of .. .. is the most important skill these

days for many managers.

Look at B opposite. 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 flm company
5 the scriptwriter

6 the costume designers

Over 4o gou ‘-

Who are the core competents in your organization or one you would like to work for?
Why are they critical?
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B eam building

m Teams
In some (but not all} situations, rasks can
be achieved more easily by teams with a
common purpose, rather than by
individuals. Of course, ir’s important to
develop team work through team building
s0 as to get the best from the team.

m Team players
Meredith Belbin' has identified these types of team members or ream 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” rofes

¢ 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 ourside world and explores
Op_p(:r(umn:.‘s

f the monitor evaluator, who sees all the possibilitics, evaluares situations objectively, and sees
whar is realisrically achievable

g the teamworker, who builds the team, supports others and reduces contlicr

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

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

(=

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 rask cannot be achieved

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

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

ing: the group’s work is finished, and its members begin to have pleasant memories of
their acrivities and achievements.

=%

! Management Teams: Why They Swecceed or Fail (Butterworth-Heinemann 1996)
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8.1

8.2

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

1 Implementers are not interested in final resulrs,

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 Infernet.

& Monitor evaluators are nor good at sceing all sides of a problem.

7 Teamworkers may help to defuse arguments between members.

8 Completers are bad at finishing things on time.

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

1 P —
/e had such a great time > (" We'll never finish this. \_7—
4 T e
| \\urkmu, together.

7 .
/Do you remember thar rime

o -
We're really making we worked until 3 n the
progress now and we ,7/ | morning?
get on so well together., | &

R e
8 A =T "/I‘m new here — [ don't
([ We're beginning ro get to even now what we are P\“"-
know cach other better. gﬁ | supposed to be doing. |
i 4 . — A

L O RE— T

Who does Jane think she is,

——
) know we've had arguments, ‘|7’
| but can I help you with this? Y

J ;

taking over and behaving as l/
it she’s in charge?
R gt

R oy
We need o appoint a leader. | 10 I/[ can see what we're |
———— | supposed to be doing now. |

St i S

/_'7

Over 4o Hou

What teams have you wurkr:d in or are you working in? Do you recognize the types in B
opposite in your team? What role do you usually pla

Business Vacabulary in Use (advanced)
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The right skills

S kills
@ sort skil

r z long time, hard skills, for example
<icills in technical subjecrs, were considered
the most important thing in business. Bur
more and more, people are realizing the
importance of soft skills — the skills vou need
o work with other people, and in the case
ot managers, to manage people in tactful
and non-authoritarian, non-dictatorial way

You’ve got the brains but have you got the touch?

While 1Q has traditionally heen the | improved sales by up 1o 20 per cent,
means by which we judge someone’s | significantly more than the company
abilities and potential. EQ — the E | aver A ten-year study by
stands for emotional — is the new | Shefficld  University  of  over
benchmark for a new world, If | 100 small- and  medium-sized
you've got it youre more likely obe | UK businesses  found  that
powerful,  successful and  have | people management wa
Tullilling refationships than if you | times as lmportaol as research
haven’t. Emotional intelligence — | and development in improving
the ability to understand and control | productivity and  profitability and
vour emotions. and recognize and | $Ix Umes as imporant as husiness
respond 1o those of others — is | strategy.
emerging as the single most | Daniel Goleman. a US science
important and eflective business and | journalist-turned-consultant — with
personal skill of the new century, a  background in  psychology,
At American  Express, linancial | first  popularized  the  notion
advisers  who'd  been  through | of emotional intelligence in the
emotional  inlelligence  training | mid-nineties.  Goleman  delines

three

Business Vocabulary in Use (advanced)

five  clements  of  emotional

mtelligence: self-awareness, self-
regulation, motivation, empathy
ind social skills. Sceptics argue that
this sounds suspiciously like the old

| soft skills, in managemeni-course

speak, dressed up in new clothing.
But Tim Sparmow. of human
performance consultants Buckholdt
Associates, points out a crucial
difference. ‘Soft skills  training
bout interpersonal
intelligence — relating to others.
Emotional  intelligence  involves
intrupersonal - skills - knowing
yourself — a3 well. You can’t be
inte sonally intelligent if you
don't recogmise feclings in yoursell!

The Observer

was  only




I

9.3

Look at A oppuosite. Were (a) hard skills or (b) sott skills mainly required ar each of the
following stages of a project to design insurance producrs? The project manager

1 employed someone with a doctorate in marhematics to work on risk probabilit

2 gave three days off 1o a tcam member who said they had tamily problems at home.

3 analyzed her own feelings of frustration that the project was going oo slowls.

4 dealt politely but hrmly with a request by her boss o finish the project a month earlv.

5 did marker tesring of the product with a number of potential consumers of the product and
analyzed the results on computer.

6 did carcful rescarch on the Internet to find the best advertising agency to launch the product.

Complete the sentences with appropriate forms of expressions from B opposire.
1 If someone is good at persuading employees to do things without making them annoyed, they

are good ar

2 More generally, getting along with people and avoiding tactless remarks are examples of

3 Knowing vour own emotions and feehngs is .. e, S TAS 38 AT

< sKill. Cantrase this with the ability to get along with other people:

skills.

4 1f you are able to control your own emeotions, vou have good -
5 If you arc able to understand how other people feel, vou have ... with them.
6 The whole area is referred to by Daniel Goleman as Tl

abbreviation for the way this is measured 1s

Find the words and phrases (1-6) in the article in B opposite and march 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 ¢ rerminology from a managemenr course

4 sceprics d given a new image

5 management-course speak e making vou teel happy and sartisfed

6 dressed up in new clothing f people who doubt the truth of an idea

Over 4o you ‘t

Write a description of 1hé soft skills required for your job or one you would like.

Business Vocabulary in Use (advanced)
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[[g What is quality?
-! Defining quality

Staying in the lead means continually raising the bar

28

Quality in manu
Gordon Greer is head of quality at a car component
company:

In 1980, a television documentary
in the US entitled Jf Japan Can,
Why Can't We? announced that it
had  discovered the secret of
Japanese  competitive  success:
quality. Jupanesc companies were
successfully  dominating  world
markets because they had a qual
system that allowed them to
produce betler products than their
US rivals,

What was more, the documentary
said, the Japanese had learned this

acturing

“The design for each component embodies the
intentions of its designer. So conformity 1o
specification means putting these intentions into
practice when we make the components,

Put another way, this is elimination of variation.

‘We pay great attention to accuracy. The components
must be made to very strict tolerances — the
measurements must be not more or less than
particular limits to within a fraction of a millimerre.’

Quality in services
Serena ‘Togliarri is customer relations manager at a
large bank:

From the customer’s point of view,
quality could be defined in rerms 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.” (Sce Unit 23)

Business Vocabulary in Use (advanced)

quality system from US experts
such as W Edwards Deming and
Joseph Juran, What US and other
western businesses had o do now
was relearn the techniques of
quality management.

The central  problem  revelves
wround an understanding of what
‘quality’ is and how far the concept
can  be applied across the
organisation. Definitions can vary,
but it is generally accepred that the
three clements which constitute

Note: Specifications are referred to informally as specs.

*In services, there is a parallel situation

to the one in manufacturing. The scrvice
received by the customer must be
exactly what 1s planned and intended,
and annoying mistakes, for example in
their accounts, must be aveoided.

quality are fitness of the design,
conformity to specification and
salisfying customer needs.

Today, quality is most often defined
by the reaction of the customer who
buys and uses the product. If the
customer is sarisfied, so the theary
zoes, the product is of sufficient
quality. However, a strategy based
on no more than J]!i:?lill!l customer
expeetations is a dangerous one, as
it opens the door 10 rivals that may
produce better products

Financial Times

A micrometer




10.1  Look at A and B opposite 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 m a logical way?
4 keeping customers happy?
5 how good a design is for the purpose of the product it relates to?

10.2  Complete the table with words from A, B and C opposite and related forms. Pur a stress mark
in front of the stressed syllable in each word of more than one syllable. {The first one has been
done for vou.)

a'pprove (of] a'pproval

conform (1o}

delight
climinate |
expect 3
fit

satisfaction
specify

| tolerance

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

Memo CLUB SOLEIL
From: Jacqueline Toubon
To: All hotel managers

Buying a family holiday is a big investment for a lot of people, bath financially and emation-

ally. 50, 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 siluation where things are different from what customers were expect-
ing and instead we want (3} standards to be exactly as described. When the hotel does not
come up to the description in the brochure, aur 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
fond may be better or the rooms more comfartable. 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 1o keep standards within certain (6) limits.

What are the criteria for quality in your organization or one you would like to work for?

Business Vocobulory in Use {advanced)



m Quality standards
A

dards and certificalion

I'he International Organization for Standardization is
based n Geneva. It is a network of national standards
mstitutes from over 143 countries working in.

partnership with international organizations,
governments, industry, business and consumer
TCPFC\L‘HIH[I\'L’S.

150 has developed more than 14,000 International

Standards, which it savs are “documented agreements
containing technical speaficanons or other precise
criteria and guidelines to ensure that materials, products,
processes and serviees are fit for their purpose”.

The 1S3 is the registered

trademark of the International There are two series of standards for management

sysrems: the [SO 9000 series on quality management
and the [SO 14000 series on environmental
management. Organizations can apply for certification
to 15O 2001:2000 and 18O 140071:1996.

(For mare on environmental standards, see Unir 43.)

Organization for Standardization
and is veproduced bere by kid
permission of 180,

Nate: Singular: criterion, plural: eriteria

IS0 9000

The 2000 version of the 150 9000 standards put particular importance on:

[

the role of top management in setting policies for quality
Top manaqers have. 4o be. seen +o be iwolved in Quality issues, not leaving
+nis 4o middle management

o

statutory and regulatory requirements - for example, +He car industry
has 4o pay particdar atfention +o safety and enviconmental laws and
standards in relation o +he components that ey wse

o

measurable objectives - xz have fo be able fo meaSare Guality and by
fow much H 18 improving

-9

resource management - siow e manage the mputs to oar producdts,
for exanple fn haman resSources and materials

monitoring customer satisfaction — casfomers are fhe afhhmﬂd-m’cy:s
of quality and we have fo constantly cheek and fmprove fhe ‘score’
fhat fthey give us

training effectiveness — +he traming of cur staff /s an mvesfuent
and we have Fo measure how e teetiie if 5 Ferms of our
Hfutare. profitability

[

continual improvement — (00 per cend quality /8 never achieved - +here.

15 always room for mprovement. (See Unit 12)
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Complere the table with words from A opposite. Pur a stress mark in front of the stressed
syllable in each word. (The first one has been done for vou.)

Verb Noun Adjective
1 ‘cermfyleerifi'ca e.r_r'ir'iﬁicgia!m,r#ni!«‘m'a%von U carkifindre
12 [apply NN ] o
T - | srandardfstandardization ! -

Now complete each sentence (1-3) with the correer form of the word from the rable wirh the

same number,

1150 ... . will give us more credibility with our clients and so we've asked to be

...... e by them,

2 They told us ro bring in ISO-approved consulrants to check our operations and make our

. through them.

3 Now we can put the 50 9000 loge on all gur lirerarure. We've
documentarion so thac its clearly visible. Our clients teel reassured

all our
n fact, they love it!

Leok at these examples of work on quality ar a company producing car components.
March cach one to an aspect of qualicy {a—g) in B opposite.

All the people in the call centre were sent on a course to develop rheir sense of ream work,
and this mereased sales by 15 per cent.

2 The senior managers invited a well-known
quality expert to do a consultancy project an
production quality.

o

The production manager laoked at the lates
regulations on car safety on a government
Ministry of Transport website.

-~

Employees ace always paid bonuses for
suggesting improvements, however small,

3]

The company developed new software o
analyee quality dara mae closely.

They have checked the guality procedures in
place at all of their suppliers.

@

)

The car firms whe buy the company’s
components are totally sarisficd.

A call centre

Over 4o you {

Find out about an organiiatiun (perhaps your own or one of its suppliers) that has adopted
standards such as IS0 9000. How have they changed the way that the company works?
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12 ROV TR0

m Total quality management
Total quality management, or TQM, was fashionable in the 1980s. This often involved
quality circles, groups of warkers who were encouraged to contribute ideas on improving
the products that they made. Some companies had qualiry circles of production workers
wha suggested better wavs of organizing the production line.
Employce participation, for example gering emplovees 1o suggest improvements to
production methods, as in toral quality management, is a form of empowerment:
employees have a voice in quality improvements, rather than just following managers’
instructions. (See Units 2 and 3)

m Kaizen
The TQM approach was designed to bring abour gradual, step-by-step or incremental
improvements in quality. Continuous improvement is whar the Japanese call kaizen. An
essential part of kaizen is gemba — ‘the place where things happen’. In manufacturing, this
is, of course, the facrory floor. The idea is that continuous improvements can best be
made by the people directly involved with production.

D2 Lo

St

Y
'_—_l Kaizen

Just-in-time production

Crriginating in Japan, and then adopted all over the industrialized world, TQM forms part
of lean production, making things with the minimum of rime, ¢ffore and materials. Instead
of producing components in large batches, they are delivered or produced just in time (JIT),
only as they arc needed. Employees are empowered to correct problems on the spot. Things
must be done right first time (RFT). There should be no reworking to correct defects on
finished products.

Production is scen as a continuous process of sequential rather than isolated steps, and the
production, or assembly line is laid out in a logical way. Stocks of componenrs are
kept to a minimum. Manufacturing organized in steps like this is low production.

| A madern production fine
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12.1

Complete the crossword with appropriate forms of expressions from A, B and C opposite.

Across

SIS

12
13
14

n

Groups of improving workers. (7,7)
Handing responsibility to people lower
down the organization. (11)

.. production is done in series of
stages. (4)
and 5 down When things get gradually
better. {11,12)
A group of identical things produced. {3)
When quality is absalure. (5)
Abbreviation for when things are made
as they are needed. {1,1,1)
The aim of RFT is to avoid .. sz (0

Down

b =

[

[*8

=
— e

Japanese for continuous improvement. (6)
Avoid reworking: ger it ......... first
rime. (5)

Making things with the mi
resources. (4,101

See 10 across.

All production acrivities seen as a

whale. (71

Errors and problems. (7)

Abbreviation for the methods used when
qualiry is the main goal. (1,1,1}

mum of

What aspects of Quality Management are these emplavees ralking about? Complete the
sentences, with expressions from A, B and C opposite.

1 *Our bosses encourage us to make suggestions about improving the pmducncﬂ process if it’s

2
3
4

poud for guality. We have a high level of .
“We feel that we -

- and that we are listened to.’

DO AL e

. and you don’t have to do it again.”

“Products being worked on move 2 minimam distance 1o the next step in the production

process. This ...
cach step.’

Over to you \ L

.. means there is minimum time lost between

Do you think it's always possible to go on improving quality incrementally, or can you reach
a state where it is so good that further improvement is impossible?

Business Vacabuldry in Use (advanced)

33



[} Quality and people

34

www.|[ELTSPROTALK.com

Investars in people

There are models and framewarks that
emphasize the human dimension in

improving quality.

Investors in People is a framewurk developed
in the UK. It sets a level of good practice for
rraining and development of people to achieve

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

a Commitment to invest in people to achweve

business goals
1y Planning how skills, individuals and reams are to be developed to achieve these goals
ry skills in a well defined and continuing programme

¢ Action to develop and use nec
direetly ried o business objectives

d Evaluating outcomes, the results of training and development for individuals” progress
towards their goals and the goals of the organization as a whole.

The EFOM Excelience Model

The EFQM Excellence Model was developed by the European Foundation for Quality
Management, a non-profit organization set up by leading European companies to *help
Furopean businesses make berrer products and deliver improved services through the
effective use of leading edge management pracrices’.

In this model, people are very much part of the wider quality picture. It refers to company
stakcholders, who are not only its employees, shareholders and customers but also the
community as a whole.

people

sarisfaction'
customer business
i son't
satisfaction results
—

impact on

society!”
-

RESULTS
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3

A firm decided to introduce Investors in People principles. Look ar the reports from the
management and march them ta the four principles in A opposite. (There are two statements

relating to each principle.)

Pt Y

We've set up a committee of managers,
to work on the planning of skills
development for individuals and teams
in their departments.

ra

-
| We've announced in the internal

company newspaper that we are going 1o
apply the principles.

quantify financially the effectiveness of
th ions they

- &

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

We've asked external consultants to \|

had undertaken.
) o

They asked groups of employes w
contribure ideas on ways of improving
their skil

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

1 was sent on a training course with the
other managers. We learned how 1o
improve Our management technigues.

NS Mh—

& g
s

L

We've announced on gur customer

website that we're going to apply the

Tnvestors in People principles. Y,
P —

Match the two parrs of the descriptions helow relating to the EFQM Excellence model in B
opposite. (The numbers on the left relate to those in the model.)

Excellent organisanons. ..

1 manage their people at all levels
in order te

2 develop a stakeholder focused strategy
which takes account of the markec in
order to

3 plan and manage external partnerships
and internal resources in order to

4 design, manage and improve processes in
order to

5, 6, 7 comprehensively measure cheir
performance in order ro

Over 4o You

a

0o

Find out about an organization and describe it in terms of the EFQM framework.

fully sarisfy and generate increasing

value for customers and other stakeholders.
support policy and strategy.

develop their full potential.

achieve outstanding resules with their people
and with respect to their customers and

y in general.

implement their mission.

1o soci
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The management of change
m Business process re-engineering

In the 1990s, business process re-engineering, or BPR, emerged. Inspired by a book by
Michael Hammier and James Champy!, consultants tald companies not to bother with
incremental improvements, but to abalish everything, go back te the drawing board and
redesign all the business processes involved in producing something, whether a product or
a service. They said thar this redesign should be:

m fundamental: asking basic questions about what a process is meant to achieve

m radical: going to the root of things and ignoring completely how things were done before,

‘like starting again with a new sheet of paper’

mm dramatic: bringing about very big and sudden changes.
In the eyes of critics, BPR often meant delayering — removing management layers, perhaps
resulring in job losses.

PR e bencfits of BPR

For its supporters, these are some of the strengths of BPR:

a leadership: strong leadership is important; changes are imposed from above; there is visible
commitment from leaders for change

b people management: fewer management layers mean larger, more challenging jobs

¢ policy and strategy: clearer fit berween the organization and its declared purpose and goals

d processes: managers and employees gain improved awareness and understanding of key
processes

¢ customer satisfaction: clear focus of processes on the customer for existing products and
services

f business results: dramatic improvements for companies in crisis.

[The headings are from the EFQM Model — see Unit 13)

1 Reoug ing the Corporation: A Manifesto far Business Revalution INicholas Brealey 2001}
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4.3

14.2

Gorden Greer, production manager at a car cornponents manufacturer {see Unit 10} is talking
about a car company that he supplies called Autoco. Replace the underlingd words and phrases
with expressions from A opposite. Pay amention to the grammarical context.

‘One example of {1} restructuring chat 1 know was quite {2} basic: Autoco, one of our
customers, wanted to simplify 1ts supplier payments systern.

Before, there were three documents relating to every delivery. We got a purchase order

from Autoco, a delivery note accompanied the goods when they were delivered ro them,

and then we sent an invoice. There were 300 employees in their accounts department.

Within the depariment there were sub-departments, each dealing with payments for

different groups of suppliers, and cach with its own head.

The accounts payable department at Autoco checked that copies of the three documents
matched before making payrment — there were often problems with documents, and this
delayed payment, which caused us problems.

Autoco made a (3} very big and sadden change, one rhat was {4} designed to go to th

root of things. When goods were received, this was entcred on Autoco’s computer system,
and the goods were paid for automatically — we no longer had to send invoices, and were
paid promptly.

The number of people in the accounts pavable department at Autoco was reduced ro 15.

There was (5 a reduction in the nymber of management layers as the sub-department
heads were no longer needed, but the company was expanding elsewhere, and the people
who were no longer needed were given new jobs within the company, so there were no

(6} employees made redundant.”

ook ar these criticisms (1-6) that have been made of BPR. Match cach criticism to one of its

claimed benefirs {a—f) in B apposite.

1 Resuhts may be harmed by the chaos and confusion that BPR brings to the organization.

2 People can be left demotivated and demoralized by radical change.

3 Smaoth, gradual, incremental introduction of completely new processes is nat possible.

4 If the company is in crisis, there can be a tendency to concentrate too much on the internal
workings of the organization and lose sight of the actions of comperitors, and the
success/failure of the organization’s strategy.

5 The need for BPR implics bad earlier management, but the existing senior managers hardly
ever want to re-engineer themselves our of a job.

6 There can be a tendency to concentrate too much on the existing productsiservices of the
arganization, gnoring ncw customier needs.

Qver 4o you

7
You have been asked by the mayor of your town or city to re-engineer ane of its services.
Which service most needs improving? How would you vestructure it? (Money is no obstackt)
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Striving for perfection

d best practice
Benchmarking is the idea that a firm should find out
which company performs a particular task best and
model its performance on this best practice.
Companies talk abour carryving out a benchmarking
exercise. To do this, they benchmark themselves
apainst other companies.

Large companies can measure the performance of
different departments in relation to each other in an
internal benchmarking cxercise. Competitive
benchmarking involves looking outside the company
at how other companics in the same industry do
things.

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

One way of seeing how a competitor’s product is made is by reverse engincering - taking
the product apart to see how it is made. The same principle can also be applied to

services. This technique can also be used in benchmarking.

Note: ‘Best practice’ is usually uncountable, but you can also talk about 'the best practices’ in a
particular area.

Six sigma quality

Quality can be measured in terms of the number of defects per million parts, operations,
erc. For example, one sigma equals 690,000 defects per million parts and two sigma
means 45,000 defects per million. Even with two sigma quality, the chances of a
manufactured producr being defective are quite high.

Matorola was the first company to aim for six sigma
quality. [n manufacturing, six sigma quality is when
there are fewer than 3.4 defects per million
components. This idea can also be applied in areas
outside manufacturing, In invoicing, for example, it
means fewer than three or four mistakes per million

ransacaons.

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

And the ultimare goal is zero defects — no defects ar all.
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Complete the sentences with appropriate forms of expressions from A opposite.

1 The manufacturers’ :
offering a new serv
their industries.

sociation wants companies to improve manufacruring .. .50 it’s
e designed 1o help companies . ......... themselves aganst the best in

ro

Engincers made replacement parts far the cars by copying the shape and dimensions of the
original parts, a process known as ...

3 Internal ... looks for internal . - and tries to establish them throughout the
ofganization.

4 Weuse ... to evaluate the cffectivencss of vour website against thase of your
COMPETItors.

5 Look outside your industry! . can teach you a lof, and as the companies you are

asking to give you advice are nat your competitors, they may be more willing to help.

Read the article relating o the ideas in B opposite. Then answer “yes” or *no’ to the questions
below ahout the vocabulary used in the arricle.

When quality is not enough

Quality improvement programimnes come in many different
Navours. The most common are Tol Qualiyy Managemem
(TQM). Six Sigmit and the Baldrige system promoted by
the gavernment-backed National Institute of Standards and
Technology (NIST),

There are more similaries than differences between them.
The common belief is that companies shouldl aim for “zero
defects” in all aspects of their operaions, achieved by
relentless improvements in husiness processes. Common
techniques include a -based approach W problem-
solving and a highly quantitalive approach to i ring
results.

Motorola, maker of microprocessors and cellphones,
developed Six $igma as a4 wchnique to improve the
competitiveness of ils manufacluring. The aim of the
strategy is 0 reduce defects w fewer than 34 for every
millien repetitions of any process. But despite achieving
Six Sigma quality in many areas of its business — and being
the first large company to win @ Baldnge quality award
from the NIST — Matorola has often struggled. Tt is now

aged ina painful reslructuring programme,

en s rrixed expericnce, why are many US companies
now adopting Six Sigma? Fashion and the influence of
General Electric are big fuctors. Juck Welch, GE's recently
relired chaicman and chiel exceutive, wis introduced o Six
Sigma in the mid-1990s by Larry Bossidy. a former GE
colleague who ul the time was running Allied Signal. My
Bossidy had. in . picked up the idea from Motorola,
with which Allied Signal did business,

ty was at the time an unfashionable management
of the 19805 had mn oul of steam,
Received wisdom was that more radical approaches such
as busincss process re-engineering were required if
companies Were (o stay competiuve.

Undeterred, in 1996 Mr Welch declared Six Sigma quality
0 be his next group-widk initiative for GE. By the end of
the decade he was declaring it a spectacular suc his
1999 letter to sharcholders atiributed “S2bn in benelits” w
the Six Sigma programme.

G

finonciod Times

1 If sumething is promoted by a particular organization, docs it have thar organization’s

support?

2 If improvements are relentless, do they keep on happening?

3 Docs a quantitative approach to something depend on general descriptions and feelings

abour it?
4 1f restructuring is painfud, is it easy?

5 If an organization adopts an approach, does it accept it and use it?

6 Do former colleagues sull work rogether?

7 1s a fad a genvine and important change that will |

8 If a movement runs aul of steam, does it continue and develop?

9 Is a spectacular success a very big one?

Over 4o you

d

Think about your organization or one you would like to work for. How much do you know

about how its competitors do things? Do you think it's useful to know how effective they
are in different areas?
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[E Strategic thinking

Stategy

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

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

A company’s senior executives make strategic decisions or formulate strategy. Sometimes
an organisation will publicly state its main overall objective or vision in its mission

statement.

Companies sometimes form strategic parterships, working together to achieve a specific
strategic goal. For example, MG Rover entered a parmership with a Chinese car
manufacturer to enable it to produce and sell cars in China. A company may also make a
strategic move, such as acquiring a competitor, designed to increase their marker share.

Companies and markets

Company A dominates the market.
Company B has a toe-hold in the market.
Campany C is attacking the market,

Company D is withdrawing from the market.

When a company ...

a defends

b artacks

¢ establishes a foothold/
tochold in

d invades
¢ dominates

t withdraws from

| a marker, it

tries to prevent competitors from
being successful in it.

starts selling in it for the first time.
occupies a small part of it first in
preparation for gaining a larger part.

starts 1o be very successful in it

is the biggest competitor in it.

stops selling in it.
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16.2

Look at the questions from shareholders at the annual meeting of Topaz, a car company.
Complete the chief executive’s answers with appropriate forms of expressians from A opposite

e, e
[ Why has the company bought | This was a , to
‘\ out its rival, Rivera? ‘\-l_!nndsn our customer basL )
Ry
T ™
ome of Topaz’s plants have [ We have raken steps to ensure that our ...
‘ very low pmdu:aivit\ What ‘ are used more cffecrively, This is an rmpnrtazu part uf ‘
are you doing about this? our srr'mé,n S process.
/_/; TR
. '/\‘l"l'\y are you closing This is an issue of .... SWe )
‘ one of the plants? _/| ‘ don’t have infinite hm‘mua\ resources < and w want to

= \‘umnem‘mt:’ investment on the most praductive plants.
o

% [ Was this the only goal that was Ny /\\/c looked at a number of differenc .. \

| considered? Did you also look | and decided that the hi-tech option was [hL E!L\l I
at the possibility of being | one to follow.

| a mass producer of vehicles? | — Z

S

/

Match the underlined phrases below to the expressions in B apposite that refer to the same idea.

Coffeeway (CW) is a successful American chain of coffee shops. It wanted to (1) agaressively
enter the Chinese coffec shop market,
with shops all over China. CW signed
an agreement with a parener, Dragon
Enterprises {DE). CW and DE deaided
to (2} start by opening just one coffee
shop in Shanghai in order to test the
marker. This was very successful, so
CW and DE decided ro open shups all
over China. It took CW and DE five
years 1o (3) be the biggest in the
marker, with a 70 per cent market
share among coffee shop chains in
China. One of their competitors,
California Coffee, tried to (4) protect
its markert share by cutting prices. But
this straregy did not work, and California Coffee later sold its outlets to CW/DE and decided to
(3) leave the marker.

Think about your organization or one you would like to work for. Look at its website and
find its mission statement. If it doesn't have one, what would you suggest?
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Competition
- Competitors

The main competitors in a particular industry are
1= key players. Smaller comperitors may be referred
o as minor players.

Competition in an industry can be:

m cut-throat m ferocious
W intense = fierce
m keen m ow-key
m sdff m tough

The usual pattern for a new industry is to have a large number of competitors: there may
be start-ups — completely new companies — and there may be companies already
established in other sectors that also want to get into the industry, perhaps by setting up a
new subsidiary or business unit. (See Unit 19)

m ‘Competing’ and ‘competitive’

Competing and competitive arc adjectives related to “comperition’. Two companics may
produce competing products — products that compere with each other. A compertitive
producr is one thar has real and specific benefits in relarion ro orhers of the same rype.

*Competing’ also oceurs in these combinations:

bids price offers for a company in a takeover

| competing offerings products from different companies -
suppliers companices offering similar products or services
technologies technical ways of doing something

‘Competitive’ also occurs in these combinartions:

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

pressure the force that one competitor can bring o bear in relation
to another

prices prices thar are similar to or lower than those for |
competiived "swinl\’l:sr products |
threat something that one competitor may do ro weaken
another’s position
advantage superior products, performance, ete. that a competitor
edge can offer in relation to others
strategy a plan or plans for success in relarion to competitors,

and the study of this in business schools
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Look ar the adjectives describing comperition in A opposite. Which is the odd anc out,
and why?

Look at B opposite. Martch the two parts of these extracts containing expressions with
‘competing .
1 ’ : a

What is to stop supposedly compeltin

s S m—

bids from mining giants Tnco Lid
and Falconb:

Comumtouch can position itself in \LEE‘PI\CH from ‘-L.LTLlh' agreeing o
the middle of the competing ) kc:.'p prices h
i —— - ——— R =
3 ©
Diamond Fields Resources Inc was
the target ol competing )
y
4 . P d : 2 .
The soltware is 23 per cent cheaper technologies by offering unified

than competing solutions”.

B L —

r

Complete the sentences with words from B opposite that can follow “comper
¢ to pay sufficient artention ro the

1 He was criticized for being too Eurocentric and fa
comperitive o from Souch cast Asia.

2 Businesses can sustain their performances over the long term by having some competitive

to keep them ahead. (2 possibilities)

3 }ur Lhe money-conscious consumer, alternative retail outlers can offer organic food at more
L(?HIPEU[\\C‘

4 First Chicago will tham_e its competitive <im0 BOOSE iTs financial growth
through the transaction, which is expected to Add to earnings immediately.

5 Mall stores are under more competitive than at any time in their 40-ycar
histary, with new discounters and superstores increasingly moving, in alongside waditional
malls.

6 Decades of management theorizing around the world have produced mountains of books,
many of which promise ro deliver the secrets of success. Bur there is no consensus on
COMPETLIVE e

Over 4o you

Think about your organrzatmn or-one you would like to work for. Who are its fiercest
competitors? Why are they a threat?
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E Companies and their indui$triés
m Competitive farces

wportant strategic thinker is Michael Porter!. He defines the five competitive forces
=t work in any industry.

I Potential entrants I

E
Threat of
1eW entrants

e Bargaining e + 5 Bargaining
Suppliers power of == Industry competitors =t— power of —rlm—n‘

suppliers Rivalry among existing firms buyers

Threat of substitute
products/services

‘ Substitutes

IR WOt analysis
SWOT stands for strengths, weaknesses, opportunitics, threats.
In tormularing strategy, a company should look art its strengths and weaknesses in
relation to its comperitors. For example, a good sales ream is a strength and poor internal
communicarion is a weakness.
The company should also look at opportunities
and threats in its environment: the strength of competitors, government regulation, the
way that society is changing etc, These are external factors. For example, a change in a
country’s legislation on broadcasting might present an opportunity for a group that wants
to buy a television company there. The change would probably also

pose a threat to exisiting broadeasters.

The ways that a company organizes and combines its human resources, know-how,
cquipment and other assets are what Hamel and Prahalad 7 call its core competencies.
These are internal factors. {See Unit 7)

Be good at something

Porter says that competitive advantage can be based on:

m  cost leadership: offering products or services at the lowest cost; this is one strategy to
adopt in volume industries where competitors produce large numbers of similar products
m differentiation: offering products or services that give added value in terms of guality or
service compared to competitors
m  focus: using one of the above two straregies to concentrate on a niche, a specific part of
the marker with particular needs.
The danger, savs Porter, is when a company does nor follow any of these particular
strategies and 1s stuck in the middle.

! Competitive Strategy (Simon & Schuster 1998

“ompeting for the Future (Tarvard Basiness School Press 1996}
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18.1

Look at A opposite and the examples {1-5) below of the expressions in the diagram boxes.
Match each example to an appropriate form of one of the cxpressions.

1 Coca-Cola and Pepsi Cola in soft drinks

2 A company that is thinking of selling compurer games when it has not sold them before
3 Digital phatography in relation to ‘traditional’ photography

4 Car manufacturers in relation to component manufacturers

5 Component manufacturess in relation to car manufacrurers

Donna is presenting a SWOT analysis of her travel irm. Complete the table below with the
expressions in italics. (The first one has been done for vou.)

“We have some very good locations for our travel agency shops in cities all over Europe.’

‘There may be an econontic slowdown next year, and fravel 1s ane of the things people
eut back on first.”

“We are big enough to negotiate very good prices with hotels and airlines.”
‘Internet booking of travel 1s increasing, and we want to get into this.”

“We need to improve staff training — we have a new computer system but a lot of the staff
can’t get the most from it

“There are some very good online travel companies already established. They may
challenge our pesition.”

“We have high staff turnover.”
*Consumers are looking for miore exotic places to go on holiday, and we are planning to
offer these destinations.”

S

| Good locations |

ths Weaknesses Opportunities Threats

Look ar the mission statements of three companies. Which strategy in C opposite does cach
correspond to?

1 To make sports cars for discerning enthusiasts with good technical knowledge.
2 To sell clothing more cheaply than the department stores.
3 To sell elecrrical goods with a high level of afrer-sales service.

Over to you ‘t

Analyze your organization or one you would like to work for in relation to the industry it is
in, and to the forces in A opposite.
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m Key strategic issues

justries and their players

In some industries, like steel or tyres, there are few companies: these industries a
concentrated. Other industries are fragmented: for example there are millions of
restaurants worldwide, and even the largest chain, McDonalds, only has a market share
of less than one per cent in terms of all restaurant meals served worldwide.

Some industries have low entry barriers — anyone with a small amount of capital can

open a restaurant.

If an industry has low entry barriers and is attractive because of its high potential

profitability, there will always be new entranes. This was the case for Internet service

providers at the turn of the century with a lor of companies offering this service.

Orher indusrries, like steel, require massive imvesrment in equipment, know-how, erc. —
cl, quiy

these are high entry barriers and new entrants to the industry are rare.

m Mergers and acquisitions (M&A)

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

A company may also buy its supplicrs and customer companies in a process of vertical

integration.

The resulr of this may be an unwicldy conglomerate, a holding company with a large
number of subsidiaries, which may not be casy to manage profitably as a group.

Make or buy?

Recent strategic thinking holds that conglomerates are not good. Many conglomerares
have disposed of or divested their non-core businesses, selling them off in order to
concentrate on their core business. This is related to the make or buy decision, where
companies decide whether to produce particular components or perform particular
functions in-house or to buy them in from an outside supplier. (See Unit 4)

Note: The nouns relating to ‘dispose’ and ‘divest’ are ‘disposal” and ‘divestment’. They can be both
countable and uncountable nouns. (Compare “divestment™ with “investment™.)
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I

Complere the crossword with appropriate forms of expressions from A, B and C opposite.

Across

7 and 4 Things thar make it
difficult to get into an indusery.
(3,8)
When a company sells a business
activity. (10}
See 10 down.
If an industry is difficult to get
into, entry barricrs are ..
15 A large group of difterent

businesses. {12)

o

Down

1 A large industry with not many
COMPATIES 18 . (12)
When rwo companies join as equal
partners, they .. {5)

b

3 A company’s most important business
activiry: its . business. (4]
3 A company thar buys a lot of other companiesis ... (11}
6 A large industry with lots of small competirors is ... (10)
8 A profitable industry chat companies want to get into is ... . {10}
L0 and 11 across When a company buys its suppliers or customers (8, 11)
12 In a fragmenred industry, cach competitor only has a small marker ... .(5)

14 If an industry is easy to get into, entry barriers are _....... .(3)

An exceutive in a consumer goads company is talking, Complete what she says with expressions
from A and B opposite. (There are two possibilities for one of the gaps.)

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

(815 , buying compamu that fit in with our long-term plan of

bcm)_, l'nt numhr) one SoNSumEeT gaod\ company in Furope, These (23 5
mean that we now own a large number of (3 . .. each with its own brands.
We have become an (4} . , and all this is very difficult o
manage. S0 we are now reducing rhc itimber of brmds from 300 to 100, and getting
each unit of the company to concentrate on our long-term goal, which is increased (3}

- and therefore betrer results for our shareholders. And our increased power
- from coming into the industry, so our

Wi \U Lcrmml\ dissuade new (6)
position will be further srr(ngrhmed.'

Over to You ‘

Think of a recent merger or takeover. What benefits were claimed for it at the time? Have
they materialized?
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PA4] nnovation

48

vation and the development process

ique Sanchez is head of new product development at a large
sumer products company:

“We want to foster creativity and innovation - the development
of new ideas. Ours is a large company, but we want ro avoid
becoming bureaucratic, with slow decision making. (See Unit 1)

We encourage corporate venturing and intraprencurship, where
employees develop entrepreneurial activities within the
organization, working on their own projects outside the usual
frameworks; we allow them to spend 15 per cent of their time on
this. We set up skunk works, away from the main company sites
and outside the usual steuctures, ta work an innovations. This is
the way we do our new product development. The most famous
example of this was [BM, when it developed its PC away from
the company’s main research and development sites.

W firmly believe thar companies have only two basic functions: innovation — developing
new products and services — and marketing them. Qur marketing people arc heavily
involved in new producr development. They get the reactions of focus groups — groups of
consumers who say whar they think of the product — at a very carly stage in the
development process.’

Pioneers and followers

‘One problem is ta know whether t intraduce a
producr or service before anyone else, or to wait for
others o introduce similar products. Some say that
if you bring a product to market first, you have first
mover advantage — you can influence the way the
marker develops. These companies are trendsetters
or innovators. Others sav thar it’s better to be a
follower and learn from the mistakes of the
pioneers.”

Note: ‘Pioneer is also a verb.

Shakeout and consolidation

A new or emerging industry, perhaps one based on a new technology, can be attractive —
the future structure of the industry 15 not yet established and there is room for many
competitors. But as growth in the new marker stows, smaller competitors with higher
costs can no longer compere. They drop out or are bought by the larger companies in a
process of shakeout and consolidation, leaving the larger companies with the resources to
dominate the industry, which is now mature.
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This arricle contains words from A opposite. Complete it by choosing the best phrase (a—d)
below to go in each of the gaps (1-4).

INTRAPRENEURSHIP

Increased global competition is
forci large  companivs o
consider more venturcsome ways
of stimulating product idcas

As a theory, lulrupreneurship.
where large established companies
turn to interal ‘entrepreneurs’ for
breakthrough innovations, sounds
like a good idea. On the surface,

1960s, the concept fell out ol
favour in the mid- 19805, Fostering
different cultures in the same
organization has proven 1o be
difficull. while remuneration has
also heen a problem,

Intraprencurship seems to have
heen perceived 10 be more effort
and pain than it was worth. There is

innovation is forcing Brilain's |
companies 0 look for methods o
stimulate ideas for nesw products.
(4) . companies
through cnrpnraEe venturing and
intraprencurship may be given new
life in the UK. “Too many UK
companies used 1o lack global
ambition, but now, those who want

nothing can be more efficient than an nereasing  recognition  that
(n 13) . Most of the
In practice, (i\mu have not been  corporale venturing activity in the
Lhat easy, (2) —— past has been centred arcund US
many companies  which have  companics, and the concept never
ventured into  the world of  really caught on in the UK.
intrapreneurship have failed toreap  But  increased  competition  in
any benefits. Afier its hirth in the  global markets and the pressure for

to compele internationally realize
that they need 1o innovate,” says
Jim Martin, director of technology
investmenl at 3i. the venture
capital aroup.

Finonciol Times

a The push for innovarion among large
b encouraging innovation among employees so that they come up with mould-breaking
products and ensure the company’s survival.

¢ the narure of big companies is to stifle innovation and entrepreneurship, hampering their
performance in the global arena.
d Apart from a few examples of success,

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

1 The alliance put ARM in partnership with Psion, the early
computers.

2 Freeserve was the first Internet service pru\'idcr to drop upfront charges and, with this

, came to dominare the UK marker.

of pocker-sized

3 But when one company a ‘UCCCSSful business, q_vmpl,l\h(m inevitably intensifies.
Consumers benefit from rhu rc:u\tm" cuts in prices and improvements in quality.

4 So far Taiwan has always beena ..
cheaply.

., making things invented elsewhere more

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

1 Some smaller companies stopped selling altogether: they

2 There is a trend towards fewer and bigger companies in the marker, a trend rowards ..
3 Amazon and a few others lead the industry: they . it

4 The market is no longer young: it is now

Over t+o You

Is it always difficult for large organizations to come up with innovative ideas and products?
organization you would like to work for. produce

How does your organization, or
new ideas?
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m Preparing for the future

My job is to conrribute to long-rerm plans for our futare acrivities. We have ro anticipate
competitors’ activities as well as trends in the general social and economic environment —
we have to be ready to respond to changes in society and changes in the economy as a
whole. This is called scenario planning — we imagine wavs in which the energy industry
might change and evolve, and the place of oil in relation to alternative fuels in 20, 50 or
100 years from now.’

‘T'm a kind of fururologist or futurist. Of course,
futurology is not an exact science, and some refer
to it as gazing into a crystal ball.

But there are wavs of predicting the future in a
structured manner. There is the Delphi method,
where a panel of experts make their forecasts about
a subjecr independently, and the forecasts are
circulared to the other members of the group. Each
member then comments on the others” ohservations
until all the experts reach a consensus: an
agreement about what is likely to happen.’

Risk

‘A related area 15 risk

anage

management. Operating in
politically unstable countries is
one of the most extreme
examples of where we have 0
manage risk. The dangers there
may include nationalization of
assets by the government.

Elsewhere, we may be accused of
working with governments which
people do not approve of. We

have to think abourt the impacr of
this in terms ot our repurtation for social responsibs

v. (See Unir 41)

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

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

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

Note:

ngular: crisis; plural: crises
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Carmen Ricardo is ralking abour the oil industry.
March the underlined words (1-6) o the
cxpressions in A and B opposite that she s
referring ro.

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

*Of course, we take into account all the facrors
we can in making our forecasts, but what we
do is an inexact science.” (2 possibilitics)

*One of the problems with this method is thar
the members will come up wich the same ideas
as the other experts. There is always a danger
when you have an idea that everyone shares
that you exclude other possibilities.”

N

w

~

“When you make these, you can't avord looking
in the rear view mirror: vou tend to base them
on what happened in the past.’

v

*Of course, it is an inexacr science — the only
thing you can say for sure is that the future will
be like the past, bur ditferent.’

“In this area, some of our COMPENITOTS are
talking about scenarios over periods up to

300 vears!”

o

Look ar C opposite. The questions (1-3) are from shareholders at a tobacco company’s annual
general meeting. The answers (a—) are from the company’s chief executive. Match the questions
to the answers.

1 Are you prepared if the company’s a Yes, we are fully aware of oursocial
executives were kidnapped when responsibility in this area.
working abroad? b Protecting the image of any tobacco company

2 Do you approve of the government’s is difficult, but we support, for cxample, the
initiative on preventing children under European Union’s plans for stricter health
16 from smoking? warnings on cigarerte packers.

3 What are you doing to protect the We know our image will suffer if we don’t.
company’s image in health issues ¢ Yes, we have contingency plans to deal with
generally? that. A special crisis management team would

meet to deal wich the situation.

Over 4o you L

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

How has it handled risks in the past? What lessons has it leamed?
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nna Chang is markering manager ar the Vermilion mobile
1€ company:

course, marketing 1s often defined in terms of;

® product: deciding what products and/or

s to sell. The word ‘product” for us can
TCI;C!' toa prndu:t ora ier\'icc‘ ora
combination of these

Ser

W price: setting prices that are attractive to
customers and that are profitable for the
company

m place: finding suitable distribution channels
and outlets to reach these customer groups

m promotion: all the activities, not just
advertising, used to support the product —
cverything from pre-sales information to after-sales service.

These are the four Ps of the marketing mix, the factors that we use in different
combinations for different products and different porential buyers.

So my job is much more than organizing advernising campaigns. I work with engineers,
E ‘ finance people and other senior managers to find offerings — products, services and
combinations of these — that will appeal to customers.”

The four Cs
‘But I find it helps us more to look at the marketing effort from the point of view of
customers, rather than the company, when we consider the four Cs:

= customer solution: we aim to find a solution to a
customer ‘problem’ by offering the right
combination of products and services to satisty
particular customer needs. Pay-as-you-go was a
dream solution for parents worried abour children
running up big phone bills

m  customer cost: the price paid by the customer for
the product. Tt meludes the ‘price’ related to not
buying another product of the same or another

For example, someone who buys a

sophisticated mobile may not then have the money

to buy a laptop computer that they wanred

type

m  convenience: distributing our products in the way
that is most convenient for each type of customer. We have to decide, for instance, how
many new shops to open and where they should be

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

Thinking of the marketing mix in these terms helps us maintain a true customer
orientation or customer focus.’
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Susanna Chang continues to talk about her organizarion. Find which ‘P" of the markering mix in

A opposite she is referring o i each of her statements.

1 7 v 2 A i = ‘
We want to offer calls ata \ We don’t put our own brand on mobile
lower cost than our compr[imrs./\ phones, bur we sell phones for use on

- =
7' e JE different call plans: both pre-paid and
monthly-billed customers. /
I -~
3 e e 4 @ &
We advertise heavily on television \‘_J/ We have our own high-street outlets,
and in the national press. and we also sell through the big
R \,\ clectrical goads stores.
5 -

e me 6 . . y

We phone existing customers 1o i We sponsor classical music concerts.

try to persuade them to buy more — —
sophisticated phones which have /
a higher profit margi

“7‘ — 4
A mobile phone customer is talking about a recent mobile phone purchase. Find which *C* in B
opposite he is referring to in each of his statements.

— 3 S —
I'was looking for a phone that I wanted the phone to be e
gives me Imcﬂ@s.——j\ \ delivered to my door.

- 2 i LA N
I had some questions ahom My budger’s limited = I had the \

(2]
(A%
o

use the phone, so 1 phoned the | money to buy a phone or a
customer helpline. They were 1.\ computer, bur not both.

. i S i T
\_\er_v helpful. =

1 love the modern design of rhe—\ § { [like the TV advertisements —
phone. 1 was looking for \’ noticed them atter 1 boughr the phone,
something that looks fashionable //' but they persuaded me that I'd made

l and up-to-date. \"[hc right choice. /

BT Sy e el

[ only

22.3  Look ar the expressions in A and B oppasite and say if these statcments are true or false.
1 Another word for a shop 1s a ‘let-our’.
2 Distribution channels are used 1o get goods from producers to consumers,
3 A product or service, or a combination of these sold together, is an offeri;
4
5

The four Ps arc also referred to as the marketing mixture.

Sellers with a customer focus ave only concerned with the rechnical excellence of their
products as an end in itself.

Over 4o you

Think of something that you bought recently. Describe your purchase in terms of the four Cs.
Then describe it from the seller's point of view in terms of the four Ps.
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From the point of view of sellers ...

is when customers ...

satisfaction are happy with vour
products
delight are extremely happy

with vour products

customer ” =
allegiance continue to buy from vou
loyalty
dissarisfaction are not happy with your
products
defection stop buying your products
Cus *t delight

When you ger whar you hoped for as a customer, your expectations are met and there is
customer satisfaction. Products, sadly, often fall below expectations.

When expectations are exceeded, there may even be delight, extreme satisfaction, bur this
partly depends on how involved vou are in the purchase. There is a diffcrence in your
degree of involvement when you buy different produces. For example, there is low
involvement when you buy samerthing ordinary like perrol, and high involvement when

l you purchase something emotionally important such as a family holiday.

Customer dissatisfaction

Research shows that 95 per cent of dissatished customers don’t complain, bur just change
suppliers. Satisfed customers create new business by relling up to 12 other people.
Dissatisfied ones will tell up to 20 people’. Word-of-mouth is a powertul form of advertising.
Some say that encouraging customer loyalty is important for profitability. They say that
customer retention, keeping existing customers, is key. Getring repeat business is five

| times cheaper than fnding new customers. (For another view, see the article opposite.)

Customer defection must be reduced as much as possible of course, but a company can
learn from 1ts mistakes by asking those who do leave why they defected; this is lost
customer analysis.

Services like mobile phone and cable TV companies have o reduce churn, the percentage
af customers who change suppliers or who stop using the service altogether cach vear
“This 15 very costly — the companies would preter, of course, to keep existing customers
and add more in order to build their customer base.

! Philip Kotler: Marketing Management (Prentice Hall 2000, Chaprer 21

54 Business Vocabulary in Use (advanced)




www.I[ELTSPROTALK.cG

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

1 There is 0\,'L‘r\\'[1(:]]11iug evidence rhar a any existing borrower who moves
customer satisfacuon is correlated hame and continues fo horrow with us

1s entitled to a one per cent discount,

N}

With our customer lovalty scheme,
The financial scrvices industry is
struggling, partly hecause

The Internet service provider has
introduced tlat-rawe

Excellent product quality has helped
them to build strong customer
allegiance and

Customer delight is more

&

with employee satisfaction.
prices I an attempr to Sop customer
defections,

w
~

ES
[=%

of customer dissatistaction with high
charges.
than just mere satisfaction.

o
]

=%

increasing market share.

@

Dispensing with }oyalty

The assumption that loyal customers are more profiable is debatable — companies
need to focus on mutual benefit. Will we ever really get o grips with the coneept of |
loyalty, or would it be betler to dispense with it altogether? (1) LAt costs -
less money to serve loyal customers. They provide the best opportunities o sell more.

But as companies experiment with lovalty marketing. doubts are coming (o the
surfuce. (2) ... - Ln most categories, the big spenders tend also to be buyery

of different pwducta |l s lm small spenders who buy the same brand again and again,

but only very infrequently. This [00% loval customer is worth hardly anvthing |
compared to the promiscuous “fliter’. Conclusion: the 80/20 rule rules. |
(3] 3 < Elrenburg's scepticism was matched by experienced business-to-
business marketers who quickly pointed out that the most linancially significant “loyal®
accounts are often the least profitable, (4)

: Brand S trategy

This article contains words from B and C opposite. Complete it by choosing the best sentence
{a=d) to go in each of the gaps (1-4).

a Don't go for lovalty per se, go for the 20% of customers who really count, no matrer how

Yloval” they might be.

One of the earliest doubters was Professor Andrew Ehrenburg of South Bank Universicy,

whase long experience with purchasing data led him o argue that often the mast Toyal’

customers are the least profitable.

=

]

The big idea behind loyalty is that loyal customers are more profitable. Keeping exisring
customers is cheaper than finding new ones.

a

They're the product of big, powerful customers getting such good deals that there’s hardly any
margin letr for the seller.
Now say which of these sentences better sums up the article.

sarily the most profitable.
2 Cusromers who spend the most are the most loyal.

1 Loyal customers are not nec

Over +o You

Look again at the article above. Which view of customer loyalty does your organization, or
one you would like to work for, take?
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ind databases
I'm John. I'm head of data management ar a
upermarket chain. Customers can get
money back by using our loyalty card when they
2o shopping. Lovalry cards allow customers to
collect points that can be redeemed against
turure purchases, either with us, or with other
retailers in the same scheme. This gives us
masses of dara abour our customers, which we
then hold on our database. We can follow what
each of our customers buys, and enrich the
database with this information.”

Data mining

‘Of course, with all the information we have on our 3 Jrows ) wilio e
computers in our data warchouses, powerful Fms ) # il

computers are needed to analyze it. This analysis is e RS e e i e e e ot ik
called data mining. We look for particular patterns in Mg et o LM adin |
consumer behaviour. The data can be used to target i kint 0 pgpluowse o) mgtn |

particular types of customer. We build consumer
profiles. For example, if someone has bought wine in
the past, special offers are sent w them so they get
reduced prices on furure purchases of wine.

LEMONADE
There are issues of privacy and confidentiality that we  STILL WATER
have to be careful about - customers have the right to
check the information that we hold about them. We

must be carcful to obey the law on dara
protection.” (See Unit 29)

* WINE (REL)

| BrE behaviour;
| AmE behavior

Customer re

ionship management

“All this is part of the wider picrure of customer relationship management (CRM) —
getting 1o know your customers, Dealing with chem as individuals is our ulumate goal,
but we are still a long way from this ideal of one-to-one marketing.

This has also been described as segment-of-one marketing. The computer maker Dell may
be on its way 1o this 1deal — 1t puts twgether its products according 10 the specifications of
mdividual customers in a process of mass customization.’
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Read the arricle relating to the ideas in A and B oppaosite. Then complete the sentences below
with expressions from the article.

Intelligent tills that
check you out along with
your goods are now part
of our daily life

Have you ever wondered what the
real motive is behind supermarket
loyalty cards? They are a front lor
tying you up with the things that
wou buy. Till records are no longer

lists of anonymous purchases. but
preferences  attached  to real,
reachable people.

One day vou will wm on your
Internet terminal, log on 1o your
customary grocery supplier and
wilh be precied with a personglised
message such ast “Speciul offer on

Chateauncuf du Pupe.” The sysiem
will have noted your love of red
wine at around £7 a bottle and will
ry o inerease vout spending on it
When you have negotiated this
templation, vou will check your
regufar list and make some changes
as Auntie, who is staying for the
weekend, likes that revolting tinned
salmon and, as the cat has just been
run over. you cuncel its food.
Otherwise, it's the order as usual-

So entertainment sellers will log
what we watch and when: football
on Monday, cartoons with the kids
on Tuesday, documenlaries on
Wednesday. and so on. You will be
reminded of the special Two-howr
episede of your favourite soap

opera 0 be released at midnight ot
a special price.

This model of a supply bemg
influenced by our own behuviour is
already part of some email systems.
I you regularly answer emails
from Jack before anybody else, the
system can put Jack ai the op of
vour 1isl every morning, But if a
deal falls through with Jack, he will
slip down the running order. Soon
the same kind of system will help
to regulate our viewing behaviour
In @ world of multi-channel, pay-
per-view, unschedufed welevision,
every minule you mess about with
your remoie control is a minute of
unaold entertainment.

The Guardian

1 Rewlers learn about customers’ boying habns by looking at - -
the information stored on compurer as customers check out \\nh their plmha\;a

2 These can he matched ro speaific individuals: they are not

3 The amount you pay for a particular type of goods is your

4 Retailers and entertainment sellers watch and record, or ...
customers and viewers.

5 If a product or programme hecomes available ac a particular tdme, it is
thar time.

6 When something is influenced by whar an individual does, it changes according to
their ...

on those goods.
, the hehaviour of

.. ar

Match the two parts of these extracts containing expressions from opposite C,
1 Cinzens’ rights organizarions are becommg a
more and more concerned

‘idenrifving, atrracting and retaming
the most valuable customers to
sustain profitable growth’,

2 One expert has defined customer b one-to-one relationships, We have to offer
reLimmship management as our customers sets of services tatlored to
their necds.
3 We need to create one-to-one marketing ¢ 1o ask to see the information that

and build companies and government departments
hold abour them.
about the problems of privacy and

confidentiality on marketing databases,

4 Under the Data Protection Act, people have  d
the right

Over to you ‘i-

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

As a customer, what kind of information do you think it is acceptable for organizations to

hold about you?
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similar characteristics, needs and requirements.
Segmentation, which can be done in various ways, atlows e
eters to identify and differentiate between the needs |

f the target groups of customers that make up a !ﬁ
parncular marker. They may offer different products to o
erent segments, or the same product, marketing it in
different ways. For example, power tools arc designed '”I ik

and marketed differently for professional users and do-ie- Y u S
vourself enthusiasts. -

A segment is a group of customers or potential customers Y

-

C

Note: 'Segment’ is also used as a verb.

m Customer groups:
In demographic segmentation customers are divided up on the basis of occupation and

social class: middle class, working class, ete. In the UK, marketers classify customers
demographically as:

mographic and behavioural segmentation

A professionals such as senior business exceutives and senior civil servants

B people with very responsible jobs such as middle managers, heads of local governmens
departments, and so on

€1 all athers doing non-manual jobs: technicians, nurses, e

€2 skilled manual workers

D semiskilled and unskilled manual workers

E  those on the lowest income levels, such as pensioners.

In Britain, markerers also use a system called ACORN,
which is a classification of residential neighbourhoods, a
system that assumes that people from a parricular arca
will have a similar social background. Tr can he used to
predict likely purchases of everything from car food
financial products.

Customers can also be divided up by behavioural
segmentation: why, when and how often they buy a
particular product, their actirude towards i, ere.
Identifving people who cat popeorn at the cinema is an
example of behavicural semmentation based on sirarion
of use.

rogroups: 1

and psychoat

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

Psychographics is the activity of attempting to categorize people in this way. For example,
the VAL em' divides people into groups such as Fulfilleds: mature people who like
solid products that give value for money, and Experiencers: voung, impulsive people whe
spend a lot on clothes, music, etc.

This information is often collected by means of questionnaires used to profile different
ds of buyers.

! You can do the VALS questionnaire and get your own VALS profile at the SR1 Censulnng Business
Intelligence site; wivw.sric-bi.cam
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Complere the statements by people working for different vrganizations with appropriate forms
of expressions from A and B opposite. (Some expressions are used more than once.

Twork for a food products company. We make a powder thar can be added to hot milk to
make a nutritious drink. It is used to make two different products and is sold under rwo
different names, to mothers whao feed it to their babies, and to old people who drink it to get
important vitamins, This is the basis of oar conee A comrse, these are vwo entirely

different

~

‘T market beer. With our Heavyside Brew, we go for heavy drinkers of beer who drink it in

ce o for this producr.

pubs, never at home: this is our

. because this rells us

w

“We sell car msurance. We caleulate the premiums usimg
&

about the areas our customers lve W and their LT are great

believers in ..

S

‘Twork for a polirical party. When we knock on people’s doors and ask them ro vore for us,
we never try to persuade people who are hostile to us. We concentrate on people whose
attitudes are favourable to us in some way, even if they haven'r vored for us before, and this

allows us o target vur resources better.”

‘I work on health campaigns to discourage people from smoking, One of the most impartant

=

S e 18 YOUDE people from 12 to 18, We wanr ro discourage them
from taking up smoking in the first place.”

Look at C oppasite and match the two parts of these deseriptions of VALS types. (The first one
has been done for vou.)

people who spend a lot on clothes, b cultivated, expensive rastes.

1 Experiencers are young, enthusiastic \ a to familiar brands.
2 Strugglers are poorer, clderly people ¢ for example, without planning for a long time

who are loval what they are going to buy.
3 Actualizers are successful, acrive d functional products such as rools.

people with & products 10 imitate those with more money.
4 Believers are conservative f products and established brands.

rraditionalists who prefer familiar

5 Makers are practical family-orienred
people who buy practical,

6 Strivers are insccure people without
much money but who buy stylish

Over +o you “;

Which demographic segrr;ent in B opposite do you belong to?

Think of a product you have bought recently and analyze your purchase in terms
of behavioural segmentation.
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Brands and branding

Brand equily

A brand is a name given to a product ar group of products so that it can be easily
recognized. “The most distinctive power of professional marketers is rheir ability to create,
maintain, protect and enhance (strengthen the power of) brands, says Philip Kotler'.

This is reflected in the value that companies put on their brands. For example, BMW paid
560 million for the Rolls Royce name alone, not including any marerial assets such as
manufacturing plant.

“Brand’ often occurs m these combinations:

AWArCness

| familiarity the degree to which people know a brand
recognition
promise hat people expect from a brand

brand it ! e

preference when consumers like once brand more than another

| image all the wavs that people think abour a brand
equity the value of a brand 1o its owners, as sometimes

shown on a firm’s balance sheet

I'hese combinations are some of the issues in branding, the art and science of using
brands.

Brand positioning and differentiation
A firm can position a brand by emphasizing its characteristics

and benefits in relarion to orher brands - this is brand Hiohprice peroynce

positioning, which can be represented on a positioning map. Brand ©
Here is an example of a positioning map for different brands Low| ® High
af breaktast food. in in

j ) ; ; calories Brand Bl cajaries
Differentiation is when a company designs a product in a way Brand A »
that distinguishes it from competitors’ brands and communicares .

the comparative benefits to customers in its sales dacumenrarion. Low price per ounce
advertising etc. For example, a UK mobile phone company ran

a campaign addressed to the *hard-nosed busimessman’. This was

an effort to differentiare its:

= husiness services from those for private users

®m  business services from the less-targeted services offered by other mobile phone companics.
Brand stretching

A flagship brand is the most important one owned hy an organization - for example

“‘Coke’ is the most famous of the many soft drinks brands owned by Coca-Cola. A

generic brand is one used on a variety of different products. Tor example, the brand name
‘Nestlé® is used on al) the food products the company ewns, cven if another brand name

is also used on some of the products.

Brand stretching or brand extension is when a company uses an exisring brand name for
new rypes of product. Some markerers say thar there arc limits to this. They say that
brand stretching can lead to brand dilution, making the brand less powertul.

| Marketing Massagenzent (Prentice Hall 2000, p.415)
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Complere the arricle with expressions from A and B opposite, choosing the correct alternative.

Death of the salesmen: The end of door to
door selling leaves financial brands with an

identity crisis

As the men from the Pru, Britannic
Assurance and Sun Life of Canada
hang up their hats and make their
last house calls, comparies with
financial (1) brands/branding/brand
positioning built on friendly face-to-
face contuct are re-cvaluating the
way they market their brands. The

death of the life assurance salesmen
mirrors a move across the tinancial
industry to shun direct customer
contact in favour of “remote”
communication via the (elephone and

But  both the Britannic  and
Prudential brands are based on
lace-to-face.  advice, Now  the
companies  gnust  mainain the
personahle feel of their brands,
and consumers™ trust. “The entire
(2)preference/awareness/positioning
of these companies is built on a face-
to-face service: IUs their brand
(3) promise/familiarity/preference
When you take the personal touch
. that promise is broken. It
risk damaging  the  brand

savs Duvid Gray, director of Creative
Leap, the branding agency for Marks
& Spencer's financial services.

“The direct sales force and branch
stafl have been the fuce of the
brand. But the accountants have
made the  decisions  fram  the
cost-cutting point of view, not the
(5) branding/promise/awareness one
It leaves them with questions about
who they are and what they stand for.
Consumers e already disappointed
with finaneial services: this js just

the [nternet. (4) awarenessfequity/recognition,” | another nail in the coffin.” says Gray.

The Guardion

Complete the statements with appropriate forms of words from the article ahove,

1 Twa types of communication are mentioned: ... - B e |

The first type of communication refers to salesmen making, -

-+ This human interaction gave the brands of Anancial services companics a

feel,

2 When customers rely on a brand, they have a sense of ~in the brand. This feeling

was broken when salesmen no longer visited customers and the personal T
taken away. This also led ro the feeling that the brand ... e had been broken,
3 If financial scrvices companies are nor careful, their brands risk being . by the

move to telephone and Internet selling. Customers already feel thac their expectarions of

financial services companies have not been met: they are already .

Look at the article again and answer the questions.

1 Find an example of a) face-to-face contact and b) remote contact.

2 Whar two things happen when a company changes the way it deals with customers, for
example by taking away the “personal touch’®

3 Find idiomatic expressions that mean;
a ‘finish their work’. b ‘follows a similar rend’. ¢ “a further negartive factor’,

Look at B and C opposite. What are these situarions examples of?

1 A marketer of cat food called Miaow attemprs to persuade cat owners that the product is
nutritious, tastes good and makes cats’ fur healthy and shiny.

2 The markerer of Miaow starts 1o usc the same name for dog food. (2 expressions)

3 Consumers complain thar Miaow is a more suitable name for cat food and that they now
have less faith in both the car foad and the dog food.

Over 4o you “

Think about your organization or one you would like to work for. What are its brands?
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Paolozzi is markering
er for GI, an Iralian
npany that makes ice cream:

“We started to get orders from
scandinavia and we wandered
how people had heard abour us!
S0 we contacted agents there who
could help s to sell the ice cream
~ this was indireet export, and
they represented vs, These
exclusive agents each had their
own sales area.

Sales grew, and we moved on to direct export: we no longer used agents bur handled
exports ourselves. We had an export manager based here in [taly, but she spent 11
months a vear travelling in our different markers.’

“Then we started licensing our production technigues to companies abroad, selling them
the rights to produce ice cream under licence for their markers. In Thailand, for example,
we had a licensing agreement with a company to produce and marker our ice cream
there. But in China, we signed a joine venture agreement with an established food
processing company who knew the market well = we treated them as equal parmers.
The agreement worked very well for five years but then we decided to make a direct
investment in China, building ice cream production plants and markering, our

products ourselves.”

BrE: 'licence’ - noun, 'license’ - verb;
AmE: 'license' - noun and verb

‘Some companices offer exactly
the same products all over the
world. Theirs are global

offerings. But we try 1o a
our products to mdividual

markets and local rastes. For
example, some countries prefer
Sweeter ﬂ;]‘.'nll]'s N jee creai,
Marketers ralk, informally,
about glocalization.

Gl is now a global brand - our
products are enjoyed in 120
countries all over the world.®

The world as one market?
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Complete the emails from a Canadian company called AFM (Advanced Fapm Machinery) with
correct forms of expressions from A and B apposite. (Some expressions are used more than onee. )

a =
ACEINE] _
From _.___)[oeme mannng@atn = From [pieme manning@etm ca
To [ e ———— T camen
unject ... )le S W : o of agncultuzal machinery
Dear Carmen, I'm very somy that our . Dear Carmen, It was very nice making your acquaintance
| . greement has not v.urken out. aalps in Buenos Ares (ast week Thanks for your nospitality! We
|| are good, but the continuing dispute over how we share would like now ta proceed to a . .
1| the profits has caused lasting damage to our relationship between AFM and Maouinas
| therefore propose terminating our agresment Agncu\lura\es 50 that your company can make our
Rt e e machinery ... i . al yaur
b dlantin Codaba, I tie ananqitr‘em R e
consider moving on in a few years lo a full
@ batween {
our two companies.
From . [erenanmng@aim ca L e e |
Woemm.m ercaar 3
T B EE]
[
Dear Sirs, AFM are manufacturers of technically
sophisticated agriculural machinery witn clients in over 50 pierme. manning gafrr @
countries around the warld. We are now looking to sell our 3 8 @vnosdeamgening g
praducis for the first time in Latin America. We would lixe to o
market our farm machinery in Argenting and neighb
countries threugh exclusive .... each with Dear Mr Vega, Your name was given to me by the
| Lheir own szles teritory ... Argantinian Chamber of Commerce. AFM are
BT e manufacturers of technically sophisticated agnm.tura\
CH= machinery We appainted an ... for your
arez wo years ago, but apparently he has not made
mm @ cantast with you. We ara therefore moving 1o
. e s .. of aur products into
piee.mannng Bam ca =4 Latin America and our ., .
[__...__J FT‘WPZ'&"WS'E"G indusina.gov.ar - Anne Che hez is planmng 10 visit
Subject [ . in Argentng Argenhna nexl munth Would you be interested in meeting
her to discuss possiole requiremants for our machinery?
Dear Luis. Folicwing our recent conversations, this 15 to con- | Meanwhnle ¥ou can viaw our praducts on www.afm.ca .
firm thist we have recently terminated our joint venlure agree- B ¥ ol
ment with Maquinas Agricullurales for lhe distibution of our
machinery in Latin America. We are now seeking 3 make a
i in Argentina with the
construction of a manufaciuring a\an. near Buanos Airas far
the assembly of our produsts Please could you
e

.
Now put the emails into their probable chronological ordes

7.2 Laok at section (. Does cach of the companies 1-3 below a) have a standard global offering, or
h) adapt its products to specific markets?

1 a washing machine company that makes top-loading machines for some markets where
kitchens are small

a furniture company that sells exactly the same products round the world

an accountancy firm that prepares accounts i different ways in different countries so that
they conform with local accountaney rules

Over 4o you ‘.»

W

Does your organization, or one you would like to work for, export? If so, what are
arrangements for this?
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and Inter

Broat
One of the key issucs in information technology (IT) is, of course,
the future of the Internet.

The Internet may not have ‘changed everything' in the economy, as
some predicted a few years ago, but it is still growing fast. On
landlines - fixed telephone lines - high-speed broadband access is
making it faster and easier to use the Internet and to download files
with text, pictures, video, etc.

Faster connections also allow better use of some applications such
as video-conferencing, where people in two or more locations can
see and talk to each other,

Note: Broadband is also known as DSL [direct subscriber link) in
the USA

The next step is accessing the Internet via mobile
devices such as mobile phones and PDAs (personal
digital assistants, also referred to as handhelds).

High-speed access is already available on wireless
LAN {(local area network) svstems, also known as
wi-fi. To access the Internet in this wav, vou have

to be in a particular hotspot: a place such as a café
or airport terminal, which is cquipped wich the
nerwork.

High speeds are promised tor 3G or third
generation systems offered by mobile phone
companies, who paid very high prices for the
licences ro operate them. They were expecring high
demand by mobile phone users for a wide range of
information and entertainment services, for example
replays of football highlights. Time will tell if these prices were jusnfied.

Moore's Law

Another factor in these developments is Moore’s Law, the principle that the computing
power of a particular size of computer chip, the basic component of compurers, will
roughly double every 18 monrhs. This law can also be used o ralk abour cost - the cost
of a parricular unit of computing power will continue to halve every 18 months for the
foresceable future. The law is named after Gordon Moare, co-founder of the chip
company Intel, who made the prediction in 1963,
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Complete the crossword with expressions from A, B and C opposite.

Across Down
3 See 12 down. I This device is for individual users: it’s ... . (7)
8§ Demand for these services is as 2 When people in ditferent places use the Internet to
yet uncertain. (5,10) see and hear cach other, they are video-...ceee . (12)
9 You can find these in some 4 No cables attached. (8]

A computer’s basic component. (4)
11 Non-mobile phone lines. (9} Another name for PDAs. (9)
14 What Moore’s Law relates A place offering wi-fi for Interner access. (7)

public places. (5,4.8) 5
[
7

to. (9,3) 10 Broadband gives high-speed ... . (8)
12

15 You can do this much faster and 3 across A principle relating to the cost of
with broadband. (8,5) computing power. (6,3}

17 and 13 down Things like mobile 13 Sce 17 across.
phones and PDAs. (6,7) 16 Another name for wircless LANs. (2-2)

Use Moore’s Law in C opposite to do the following calculation: in
1974, the cost of a particular size of computer memory chip was
$10,000. By 1997, the cost for the same unit had fallen to:

a $1.000 b $100 c §1

Gordon Moaore

Over 4o you gL

Do you think mobile devices are suitable for accessing the Internet? Think of the websites

you visit when using a PC: are they suitable for viewing on a smaller device? What sort of
services would you like to access — replays of football matches, online shopping, weather
forecasts ... ?
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Attack and defence

Melissa Vorster is a consultant on Internet security:

I work with companies to try to prevent hackers
from penetrating their compurer systems in order
to steal or destroy the information on them.
Hackers are people who may write programs
designed to overload an organization’s system with
requests for information so that users cannot
access it. We call this a denial of service attack, and
it causes huge mconvenience for customers and lost
business for companies.

Another problem is viruses. A virus is a small
program designed to make computers misfunction,
despite the firewalls and anti-virus programs that
we install as the rechnical defences against them.”

m Cybercrime

‘Some companies that | work with sell goods and services over the Interner and need to
reassure their customers that their credit card details are safe and will not be stolen by
hackers, Credit card derails and other confidential information to be transmirted is
encrypted, or coded, so that it cannot be read by others. Companies that sell on the
Internet will display the level of encryption that users of their site benefit from.

This 1s a defence against one form of cybercrime - criminal acriviry on the Internet.”

Privacy and confidentiality

“When someone uses the Internet, they leave an electronic trail, a record of the sites they
visit, and if they buy samething, their persanal details, This raises issues of privacy and
confidentiality. Who should have the right to access and analyze this information?

This is all part of the debare about the powers of surveillance (the powers to watch and
examine the activities of private individuals) that law enforcement agencies, such as the
police, should have, Crirics call this snooping, and there are big issues of human rights
law and civil liberties ar stake because these are freedoms that ordinary people should be
able to enjoy.”
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Replace the underlined phrases in the headlines with expressions from A and B opposite.

|

!g]! “intentioned mt_ruders peneu‘aIL Pentagon cnlnputers i
A g }

B »

Xenon’s system down for 5 hours in action dﬁg‘ned to exclude access |
e e ¥

—

B e

Companies’ system defences wnhstand latest aftack
A T — ¥

(2 possibilities)

Latest methods of translating to ‘code’ make confidential

messages unreadable by outsiders
e —

————
lllegal internet activity increases three-fold i
— : e

Wy

Piograms d 10 slow
attachments to company emails
R it

P

s e,

functions found in i

P

Complete the article with expressions from C opposite. (Two expressions are used twice.)

Snooping system is illegal, say police

4 . powers allowing law enforcement
ugencies 1o access the conumupications  records
of telephone and  Internet users are in such a

legal mess that they are untenable, one of Britain’s
most  senjor  police  officers  will today tell a
parlismentary inguiry. Jim Gamble, assistant chief

constable of the narional crime squad and head of
the association  of police  officers’
dala communications group, will admit o MPs that
the current syslem to accass web, email and phane logs
is illegal under (2)
+ the Guardian ‘rm lc'umﬂl

TR complain that legal difficultics with the
legislation passed 10 resolve this problem are “leaving the
comimunications industry uncerlain of the legal position”.
His astonishing intervention on behalf of the UK law
enforcement community piles pressure on ministers to
rethink their raft of (3)
These will require communi
records  for

chief

measures.

ons providers 1o stockpile
customers” long periods and  allow

(41

without need for a or

them

o access judicial
executive warrant.,
e e T s

Richard Allan, Liberal
Democrat  home  affairs
spokesman and the inquiry’s
chair, said:  “Jim
Gamble's submission reflects
a  climate  change in
the Home Office and the
police. They have now
realised  that
o matter of major public
interest and are tying to
strike  a  betler  balance
between catching criminals
and protecting the (3)
citizens.”

Al the moment, companies store data only for
as long as necessary for their own purposes, such as billing
od marketing. (6)
are able to access an individual's records

joint

this s

. of innocent

only if they can convinee the service provider that they
should be exempt from data protection laws because
there is cnough evidence to believe the person is
involved in wrongduing, The Guardion

Find words or phrases in the article above that mean:

1

2 series of actions

3 keep large numbers of

not able to be legally enforced

Over 4o you ‘&

to a company:

« speaking on the phone. » sending a fax.

« posting a written form,

4 formal statement

7 not included in

5 change in aritude
6 take a tairer approach to

Consider these ways of communicating confidential information, such as credit card details,

e completing a form on the Internet.

» sending an email.

Which do you feel is most secure, and which least? Why?
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E-commerce: after boom and bust

Jid economy, new economy

In the late 1990s companies raised vast amounts of
money from investors for e-commerce Internet sites,
baoth business-to-consumer (B2C) and
business-to-business (B2B). B2B, where businesses

obrain supplics using the Internet, is afso referred to as
e-procurement.

Commentators talked about the old economy, with
companics doing business in traditional ways, and the
new economy, with companies doing business aver the
Internet. This was the dotcom frenzy, the period of
large numbers of Internet start-ups, many promising
riches for investors, some of whom believed that the
usual laws of economics no longer applied. However,
most of the sites from that time have now disappeared.

B2C

In business-to-consumer e-commerce, sites were sct up sclling evervthing from pet food to
clothes. Among the survivors, there are compames like Amazon, pure-play (exclusively)
online sellers, with no tradinonal shops - no bricks-and-mortar outlets. This is pure
e-tailing,
Other retail organizations are clicks-and-mortar oncs, combining e-commerce with sales
through traditional outlets. Some old-economy companies, like the UK supermarket
group Tesco, use c-commerce in conjunction with its existing operations — it did not have
to invest in a whole new expensive infrastructure of new computer systems, warchouses,
etc. to take care of its e-fulfilment, processing and delivering orders. e o oy
| Bre: e-fuifiiment;
AmE: e-fulfillment

B2B

In business-to-business e-commerce, groups of companies can set up public exchanges. For
example, the WorldWide Retail Exchange allows companies to bid to supply participating
retailers in a reverse auction on the Interner — the supplier offering the lowest price gers the
contract,

There are also privaze exchanges, where a single company deals with suppliers in this

way. Some companies prefer to use this form of e-commerce because they do not want to
indicate their requirements to their competitors, thus revealing their current activitics.

Both public and private exchanges are also referred ro as e-marketplaces, trading hubs or

trading platforms.
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March the two parts of these senrences conraining expressions from A opposite,

1 B2B e-commerce can cut firms’ costs a the low prices they promised consumers
because meant rhat the scale of their business had to

2 The company operates four e-commerce be enarmous.
sites, b but I felt more comfortable investing in a

3 There was a huge tempration for me 1 fund whose core holdings are large
follow the dotcom frenzy multinationals.

4 Management theorists agreed that ¢ it reduces procurement costs, both by making
ald-fashioned command-and-control it easier to find the cheapest supplier and
management styles would not work through cfficiency gains.

5 There has been a trend for investors to d selling books, CDs, DVDs and compurer
shift funds out of the rechnology, media games.
and telecoms sectars, e in the new economy, where creativity and

6 As the early web firms were addressing the innovarion are everything.

-

back into old economy companies such as oil
and car producers.

business-to-consumer marker,

Complete the sentences with appropriate forms of expressions from B and C opposite.

1 Rerailer A sells clothes in shops and also over the Internet: it has .

. outlets.

2 Retailer B sells books and CDs on the Internet and has no shops: it has no

- L 50 As involved

3 Retailer B has built massive warehouses and developed sophisticared computer systems: it has

invested n the .. necessary for .

4 Houschold goods manufacturer C has set up a e Where it asks for
bids from suppliers.

5 Defence companies D, E, F and G have got together to form a .

in arder to ger competitive bids from a range of suppliers.

& Suppliers to D, E, ¥ and G submit prices for particular projects in a

........ . and the supplicr offering the lowest price wins the contract.
7 Manufacturer C and Companies D, E, F and G run different kinds of ... T

... [three possible expressions)

Over +o you 3L

Have you ever bought smﬁﬂhing over the Internet? If so, what was your experience of the
website, delivery of goods, time taken etc.

Business Vacabulary in Use {advanced)
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m Knowledge management
A

ring knowledge

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

‘Everything we do is based on knowledge — knowledge of our customers and what they
o insure 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-
haw (thearerical and practical knawledge] in ocher parts of the company so they
® don't have to reinvent the wheel and develop something that has already been done
elsewherc;
B can raise their standards of efficiency ro reach the best practices in the organization
{see Unir 13).

This is all part of knowledge sharing.’

4

reinventing the wheel

The learning organization

‘One way of making knowledge available ro everyone is through the company intranct:
information is made available on the company’s computer systern so that all employees
have access to it, For example, in project developmenr, they can look at how past projects
were organized, how much they cost, cre. They can see new ideas that were proposed but
that were never taken up. Employees can tap into a vast amount of information.

Knowiedge is our inteflectual 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. {See Unit 4) We think of ourselves as a learning organization and we
centralize our training at our own company university, using our owi managers as
trainers, as well as bringing trainers in from ourside.

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 an a need-to-know basis.

Anather problem is managing this knowledge and making it available in usable ways, so
thar peaple aren’t overwhelmed by information overlpad.”
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Read the article relating to the ideas in A and B opposite. Then complete the senrences below
with appropriate forms of expressions from the article.

1 Knowledge management has changed dramatically in recent years. This

©C @ N @ U R W N

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  wday’s hot
management topic has been based on
recent developments i technology
which have allowed the effective
management  of  huge
ol information.

Many international organisations
now usé intranets to make the
sharing of informaiion  possible
across offices separated by thousands
of miles and disparate time zones.
The professional services firm, Emst
& Young, for example. has
developed  KnowledgeWeb,  an
intranet of over a million picces
of information managed hy a

amounts

sophisticated seatch engine and used
by some 70.000 praclitioners in over
140 countries worldwide,

In the same sector, KPMG
uses Kworld, a global messaging
and  knowledge sharing sysiem
developed in  conjunction  with
Microsoft.  In addition o
disseminating  information  on
existing clients, the system allows
users 1o lap into information aboul
potential clienis and to  gather
information on market developments
around the woeld,

The phenomenon is mot just
limited 10 prof onal  services
firms. Telecommunications giant BT
has been developing its own Intranct
since 1994, which 1s now accessed
more than 14 million times every
month by the ¢ompany’s 85,000
users. The wversion employed by

meant it has become an important management topic.

Tf you ...

If you -

If you or

If things are different and unconnceted, rhey are ...

.. information, you distribute it.
informartion, vou collecr it.

An important, successful, development ctc. is a .

and it is only useful for a limited time — this is irs ..

informarion that they obtain.

An ..

The company intranet can provide a

- Information, vou evaluate ir.

Information must be looked at in relation o other information — this s its

It's important to know whar users are trying to achieve or ..

industrial
includes [
and Leam
business  development,

and
Torward, which assesses business
processes to identily and transfer
best practice throughout the group.
For the technology to b effective,

however, it needs to provide much
more than just a platform  for
information sharing. According to
Craig Ramsay. director of operations
at e-busingess consultancy Sciend, it is
important Lo ensure content “comes
with both a context and a shelf lfe
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 hest suited o accomplishing
that task  while keeping (he
knowledge up 1o date.” Without these
controls, companies nisk making the
information deluge from which we
all suffer into an overload.

The Guardion

... has

information, you can find and use it.

., or opportunity for sharing ideas.

.. with the

... af informarion is when there is too much of it to handle effecrively.

How is knowledge shared in your organization or one you would like to work for?
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fringement

Reggiano is a record company
executive:

“Internet users exchange music over the
Internet by uploading and
downloading files from each other’s
computers, They call this file swapping
or file sharing, bur if the
made agreements with copyright
holders ta do this, it’s just thetr. These
people are infringing our copyright. We
need to be able to continue to sell our
content — our music — if we are going
to pay royalties to the performers - its
creators — and make a profit and stay
in business.

s have not

We need to find ways of fighting pirate sites where people swap music illegally. Technical
advances mean that content providers like record and film companies face a big challenge
through copyright theft such as this. Their assets — music, films, etc, — are their intellecrual
property. The companies can onfy be profitable if these assets are protected.’

Technical protection

‘The problem is that everyrthing on the Internet is in digitized form - the language of
computers and the Interner. In the past, copying, for example from records onte tape,
meant a loss of quality. Bur now, people can make perfecr copies of music or films and
there is 1o loss of quality. We want to find technical means of encryption so that records
and films cannor be copied. We are working wich equipment manufaceurers on a system
of clectronic or digital watermarks — trechnical means to identify the source of all material.
Bur of course, there will always be people who find ways of breaking this encryption -
our defences will have to become more and more technically advanced.” (See Unit 29)

Note: Another form of 'digitized’ is ‘digitalized.

Legal protection

‘We want a system of digital rights management to make sure that
people pay for the music they listen to and the films thar they
wartch. We want total copyright protection for all our products,
whereby we receive payment for all use of our property. We might
consider licensing — giving the righr to people to distribute our
music over the Internet in exchange for payment. We want to hghr
any idea that a record or film can he “free™.
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Complete the extracts from two letters with expressions from A opposite.

1
People don’t want the hassle of going to a record shop and buying records. The music
industry, in Europe at least, has been very slow to set up its own download sites. If it did
this, the (1) i .. would be less attractive. (2] ....
the only way of making money for musicians. The music industry should start thinking of |
other ways of making money from its (3) .... |
P H S G S
2

Making music available to others without the consent of its (4) ..
a3 T
music legitimately on the Internet rather than illegally; and third, (6) ...

... theft and illegal; second, there is a growing number of ways to access F

e -sharing

services threaten the [uture of 4 music sector that employs hundreds of thousands of people

S S

Which letter was written by an opponent and which by a supporter of free downloading
of music?

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

1 By reducing the copyright protection for

o

this technology to other companics.

music software, b and we will be looking to share what we've

2 Technology is catching up with the learned with other file-swapping sites.
problem of identifying recordings, and ¢ However, remember that not all encryption
we are offers the same security,

3 In the future, movies are likely to be shot d developing ‘digital watermarks’ giving unigue
on film identification to a piece of software or picture.

4 We know a lot abour digital rights e the court’s ruling weakens the incentives {or
management creative innovation.

5 When e-shopping, look for traders with
an encryption faclity to make credit card
details secure.

-

and larer digirized for distribution.

6 Picsel’s revenue will come from licensing

Over 4o You ‘l

Do you think it's acceptable to download music from file-sharing sites on the Internet?
Why / Why not?
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m Financial reporting

aria Malone is the chief finance officer of a large international media company, based in
the UK, with activities in television and publishing. She’s talking ro new trainees in the
finance department:

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

m profic and lass account ®m  balance sheet m cashflow statement

These are the three key financial statements in financial reporting. They give the basic
informartion about our financial results.” (They are covered in Units 34-37.)

R e financial year
‘Our financial year ends on March 3 Lst, although other companies choose other dates.
Soon after this, we publish preliminary results, or prelims. The full report and accounts
are published a few months later. As a UK company, we also publish interim results or
interims after the first six months of our financial vear”

Note: US companies publish their results every quarter.

Shareholders, bondholders and lenders

“We use shareholders” money to operate and invest in the business. Some of the profic we
make is paid out to them, usually in the form of dividends in relation to the number of
shares that they each hold. Our shares are traded on the London stock market.

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

And we borrow money from banks in the form of loans, on which we also pay interest.

Of course, our shareholders, bondholders and lenders all take a keen interest in our
accounts!

The results we publish can affect share prices: pood resulis cause prices to rise, i the
market believes the company is undervalued. However, poor results ofren canse a drop in
share price, as investors feel the company is overvalued.” N
Brt: shareholder;

AmE; shareholder / stockholder
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Complete the crossword with appropriate forms of expressions from A, B and C opposite.
Across ]
3 Reports that are nor for the full

year. {8) —

and 6 down What investors are [

basically interested in. {(9,7) 1

One of the three key financial ‘

statements, {8,9)

11 Money lent by a bank. (4]

12 People and institunions that 'i
own bonds. (11)

The money you pay on a

loan. (8)

14 Sce 2 down.

~1

©®

B

—
L

Down

Another of the three key
financial statements. [7,'5‘1
and 14 across Another of the

three key hnancial statements. (6,3,4,7)

b

4 Together, these people and institutions are the owners of the company. (12}
5 Period of three manths. (7)
6 Sce 7 across,
9 The publication of resules: financial ... . (9)
10 Banks and others that loan money. (7)

Complere the table with words from B and € opposite and related forms. Pur a stress mark n
front of the stressed syllable in each word of more than one syllable. (The first one has heen
done tor you.)

Noun - thing

borrow

orToing

finance |
lend | |

Complete the sentences with appropriate forms of *finance’. (There are two possibilities for one
of the gaps.)

1 A millionaire donated a large sum to the chariry.

2 The .ococe for the project is coming from two different sources: bank loans and a new
share issue.

3 The company must keep a careful control on its
making a loss.

this year in order to avoid

Obtain the annual report of an organization you are interested in. (Many are available on

the Internet at www.carol.co.uk. You can also use this source for other units on Company
Finance.) Identify the profit and loss account (or the income statement), the balance sheet
and the cashflow statement, What other information does the report contain?

Business Vacabulary in Use (advanced)

75



Profit and loss account WWW/ELTSPROTALK.com

34
—

s accounting
Maria Malone continues:

“The accruals principle means that events in a particular reporting period, for cxample
sales of goods or purchases of supplies, are recorded in that period, rather than when
money s actually received or paid out; this may happen in a later period.”

Profit and loss

“I'he profit and loss (P& L) account records the money we make (or lose!) during a
particular reporting period, using the aceruals principle. In our case, our accounts record
sales from books, magazines, television advertising, etc. during the period - this is the
money received from sales, minus the labour and cost of materials used to produce them,
which is called the cost of goods sold (COGS).

Then we take away selling and general expenses — the costs related ro making these sales
— employees’ salaries, rent for buildings, etc. There is also the cost of depreciation — this i
not an acrual sum nt money paid out, but is shown in the accounts to allow for the way
that machinery wears out and declines in value over rime and will have to be replaced.
(See Unit 35) This leaves us with our operating profit.

Then we subtract the interest payable on money we have borrowed in the form of bonds
and bank loans. This gives the profit on ordinary activitics before tax, or pre-tax profit.
Somerimes there are exceptional items to report, for example the cost of closing a
particular operation, but fortunately this does not happen very often.

Of course, we pay tax on our profits and in the UK this is called corporation tax.

Note: Sales are also referred to as turnover in BrE. The profit and loss account is called the income
statement in the USA.

Earnings

‘From the profit after tax, also referred to as earnings, we usually pay dividends to
shareholders, and you can see the figure for dividends per share. However, when business
is bad, we may not do this — we may omit, pass or skip the dividend.

Narturally, we don't pay out all our profit in dividends. We keep some ro invest in our
future activities — these are retained earnings, or reserves.

You can look at profitability in terms of earnings per share (EPS), even 1if some of these
carnings are retained and not paid out in dividends.”
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Match the words in the box to make expressions from A, B and C opposite. (The first one has
been done tor vou.)

@ periods exceptional earnings iems account

incerest payabl operating P&L profit
reporting  retained expenses Y principle)  sclling and general

Now complete each sentence with the correct expression.

1 Qur financial year runs from 1 April to 31 March and is made up of rwo six-month

2 The company’s ... S has increased by 10 per cent this year.

3 We have decided o keep £25,000 from aur profits as ..., -and not

distribute this to the shareholders.

in the profit and loss account this year related to the

4 One of the . .
of our operations in Korea.

restructuring Costs

Read the profit and loss account for a UK company. Then look at A, B and C opposite and say
if the sratements below are true or false. All figures are pounds sterling.

=—7rH
@ Profit and loss account for the
year ended 31 March 20_ _ .
Sales ] 900.000
Cost of goods sold 560,000
Selling and general expenses 120,000
Depreciation 18,000
Operating profit 202,000
Interest payable 15,000
Pre-tax profit 1 187,000
Exceptional iterms* 57.000
Corporation tax 50,000
Profit after tax 70,000 |
Dividends ‘ 25,000
| Retained earnings 4 45,000
Thers are 100,000 ordinary shares. Eamings per share: 70 pence. Dividends per share: 25 pence.
“This is for costs related to the closure of our offices in Steckhalm. E

The £120,000 for selling and general expenses includes the salaries of the salesforce.

The £18,000 for depreciation represents an actual amount of money paid out to suppliers,
The company has a bank loan and/or is paving interest to holders of its bonds.

£57,000 for exceptional items is probably paid out every year.

The company has paid out more to shareholders rhis year than it has kept for future
investment and/or future payouts.

[ IR

Over 1o You ‘&»

Obtain the annual report of an organization you are interested in. Relate what you find in

the profit and loss account or income statement with the items in the table above. Then
compare the figures with those for the previous year. What differences can you see?

Business Vocobulary in Use {advanced) 77

- |




B1Y Balance sheet 1

A company’s balance sheet gives a ‘snapshort picture’ of its assets and liabiliries ar the end
ot a particular period, usually the 12-month period of its financial year. But the snapshot
could be taken on any day of the year.

An asset 1s something thart has value or the power to earn money for a business. Assers
include;

current assets:

m cash ar the hank.

B securities: investments in other companies.

m stocks, of raw materials, unfinished goods and finished goods, that are going to be sold.
-

debtors: monev owed to the company by customers.

[N}

fixed or rangible assets: equipment, machinery,
buildings, land.

intangible assers: for cxample, goodwill, the value that
the company thinks 1t has as a funcrioning
organization with its existing customers, and in some
s brands (see Unit 26), because established brands
have the power to earn it money, and would have a
value for any potential buyer of the company.

w

[+

However, there are some things of value that are
never shown on a balance sheet, for example the
knowledge and skills of the company’s employees.

fixed assets —_—————
| BrE: stocks, AmE: inventories; BrE debtors,
| AmE accounts receivable [ receivables

Depreciation

Of course, some assets such as machinery and
equipment lose their value over ime because
they wear out and become obsolete and out of
date. Amounts relating to this are shown as
depreciation or amortization in the accounts.
For example, some computer equipment is
depreciated or amortized over a very short
period, perhaps as short as three years, and a Computer equipment 1s usually depreciated over three
charge for this is shown in the accounts. The ~— Years.

value of the equipment is written down or

reduced each year over that period and written

off completely ar the end.

The amount that is shown as the value of an asset at a parricular time is its book value.
This may or may not be its marker value, i.e. the amount that it could be sold for at that
time. For example, land or buildings may be worth more than shown in the accounts
because they have increased in value. Equipment may be worth less than shown in the
accounts because its value has not been depreciated by a realistic amount.

Mote: The terms ‘depreciate’ and 'depreciation’ are usually used in the UK; ‘amortize’ and
‘amortization’ are more common in the USA.
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Complete the assets table for a UK company with expressions from A opposite, and the relevant
figures, using the following intormarion:

m Paradigm has goodwill, m the form of hundreds of satisficd customers, worth an
estimated £15,000. This 1s its only intangible asset.

It has investments of £6,000 in other companies.

It has raw marerials, unfinished goods and finished goods together worth £3,500.
It owns equipment and machinery with a book value of £9,000.

It owns land with a book value of £31,000.

It has £11,000 in its accounts at the bank.

It owns offices and factories with a book value of £94,000.

Various people and organizartions, including customers, owe £7,500.

i Manufacty,,;
(adigm urj
@ ) g @ Balance sheet at 31 March 20__
ASSETS
Cash
6.000
Total current assets 28,000
1 94,000
Total fixed assets (book valus) 134,000
|
| Total intangible assets | 15,000 fioe]
| TOTAL AsSETS - i 177,000 el
%

Using the information in B opposite and in the table above, decide if these statements about

Paradigm’s assets are true or false.

1 The figure for equipment and machinery is the price it was bought for, written down by an
amount for depreciation.

2 The figure for equipment and machinery shows that it has heen written off completely.

3 The figure for land and buildings is the exact amount they could definitely be sold for.

4 The figure for goodwill is an objective valuc of the customer base that a buyer of the company
would definitely agree to pay.

Think of an organization you are interesied in. What are its main assets? Which of them
could be shown on its balance sheet?
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Liabilities
A company’s liabilities are its debts to supplicrs, lenders, bondholders, the tax authoriries, ete.

Current liabilities are debts that have o be paid within a year, for example:
m creditors: money owed to suppliers ete.
= overdrafts: when the company spends miore money than it has in its bank accounts.
W interest payments that have to be paid in the short term.
= tax payable.

Long-term liabilities are debts that have to be paid further into the future, for example
long-term bank loans and bonds.

| BrE: creditors;
| AmE: accounts payable or payables

m Shareholders' funds

When vou deduct a company’s Habilities (everything it owes) from its assets (everything it
owns), you are left with shareholders® funds'. Tn theory, this is whar would be lefr for
shareholders if the business stopped operaring, paid all its debrs, obtained everything char
was owed ro it and sold all its buildings and equipment.

Shareholders’ funds as shown in a company’s accounts includes:
I .
®  The share capital® the shareholders have invested.

m  The profits that have not been paid out in dividends® ta sharehalders over the vears, but
have been kept by the company as retained carnings, also called reserves.

BrE: shareholders' funds o
AmE: shareholders'fowners’ equity
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36.1  This is the orther half of the balance sheet in Unit 35. Complete the assets table with expressions
from A and B opposite, and the relevant figures, using the tollowing information:

®m Paradigm has a bank loan of £20,000 tw be repaid w three years,
m It has issued £100,000 worth of shares.
m It has issued bonds for £30,000 that it will have to repay m seven years,
m It has retained earnings of £10,500.
m ¢ has to pay £3,500 in interest on its hank horrowing and bonds.
| It owes £5,000 in tax.
m T owes £6,000 to supplicrs and others,
m On one of its bank accounts, Paradigm has spent £2,000 more than it had in the account.
[ =—[mg|
(adigm Mannfa:h,,i
@ < g @ Balance sheet at 31 March 20__
LIABILITIES
6,000
5,000
| current i . 16,500
Bank Ipan repayable in 3 ysars
Total long-term Tiabilities
| Shareholders funds 110,500 |
TOTAL LIABILITIES PLUS B 177,000 |
SHAREHOLDERS' FUNDS | '_
,?,
———

316.2  Using the informanon in B opposite and n the table above, decide i these statements about
Paradigm’s liabilities are true or false.

1 The creditors item includes debrs thar will have to be paid in tweo or three years.

2 Overdrafts are a form of long-term loan.

3 In the coming year, Paradigm will have to pay more tax than it pays out In interest on irs
loans.

4 Paradigm has borrowed more in the form of bonds than in the form of bank loans.

5 Share capital of £100,000 is the current value of Paradigm’s shares on the stock marker.

6 Rerained earnings is the total of all the dividends that have been paid out to shareholders over
the years.

Over 4o you

Obtain the annual report of an organization you are interested in. Relate where possible the
items on the liabilities side of its balance sheet with the items in the table above.
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82

sh inflows and outflows

The cashflow statement shows money actually coming into and going out of a company
in a particular period: cash inflows and outflows.

Types of cashflow

Net cashflow from operations is the money generated by the sales of the company’s goods
or services, minus the money spent on supplies, staff salaries, cte. in the period.

Net cashflow from investment activities is the result of:

m purchases of securities (honds, shares, ete.) in other companies.
money received from sales of securities in other companics.
loans made to borrowers.

loans repaid and loan interest paid by borrowers.

purchases of land, buildings and equipment.
m sales of land, buildings and equipment.

Net cashflow from financing activities is the resulr of:
m money received through short-term horrowing,.

money repaid in short-term borrowing.

-

®m  moncy received through issuing new shares in the company.
m money received through issuing new bonds in the company.
m dividends paid to sharcholders.

Adding and subrracring the figures above, the company calculates its net cash position at
the end of the year. Investors check the cashflow statement to see how the company is
obraining and using its cash — how much it made from its operations, how much ir has
raised through new share issues, erc.

Note: ‘Cashflow’ can also be spelled with a hyphen and as two words.

sales of goods and services

Investment loans repayments and interest

activities sales of securities

supplies, salaries

o
=
S
S
E

=

loans|  Cash inflows

and outflows
purchase of securities

5PUOY PUE SDIEYS MAU

sueo| Jo uawhedas

Financing
activities

SIP|OYALELS 0F SPLAPIAIP

Business Vocobulory in Use (advonced)



L il
www.l[ELTSPROTALK.com

Complete the table for a UK company, using the information in A and B opposite, and the facts
from the following presentation.

Last year, SBC had a ner cashflow from its operations of £350,000. It bought a new office
building for £400,000 and new cquipmenr for £90,000. The company lent £35,000 1o
one of its directors so she could buy a new car. SBC paid £30,000 to buy shares in
Company A and obrained £30,000 for shares that it sold in Company B. Tt received
interest of £5,000 on a loan it had made to another director and sold its old office
building, for £230.000.

SBC ohtained a bank loan for £220,000 that it will have ro repay next vear: Tt paid out
£53.000 in dividends to shareholders. [t raised £660,000 by issuing new bonds and
£800,000 by issuing new share capiral. Tt also repaid a loan of £180,000) that it obtained
last vear.

O

EH

Cashflow statement for the year ended 31 December 20

[Negative figures are shown in brackets.}

Operating = Net cashflow from operations 550,000
activities

Investment | purchases of securities
activities

{50,000)

money received from sales of shares I

in other companies

loans made to borrowers (35,000)
loans repaid and loan interest paid 5,000
by borrowers

purchases of land, buildings and

equipment
sales of land, buildings and equipmen

Net cashflow from investment
activities

Financing | money received through short-term I 220,000
activities borowing

maney repaid in short-term Dﬂrmwir‘.g’

| money received through issuing new 800,000
shares in the company

| money received through issuing new
l_bands in the company

dividends paid to sharsholders

Net cashflow from financing 1,447,000
| activities j
P+ o A — E— | )
NET CASH POSITION AT YEAR END

Over 4o you ‘l

Obtain the annual report of an organization you are interested in. Relate where possible the
items in its cashflow statement to the items in the table above.
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turn on assets

Clara Freeman is an analyst at a large investment bank:

“We can check the health of a company by looking at investment ratios: the relationship
of one key figure to another. The performance of different companies in the same industry
can also be compared by looking at the same ratios in each company.

One important ratio is return on assets (ROA), where we look at a company’s profits for
the year in relation to the value of its asscts - its resources — to see how well managers are
using those resources. If a company uses relatively few resources in relation to similar
companies to generate a higher level of profits, we say chart it is sweating its assets. Bur it
may reach a point where it is not investing enough in new buildings, equipment, etc.
There are limits to how far assets can be made to swear!®

m Return on equity

“Return on equity (ROE} measures how well a company’s managers are using
shareholder’s equity (see Unit 36) to invest in activities and resources that generate profic
for sharcholders. For example, if in a particular year profit before tax is £30,000 and the
company has shareholders’ equity at that time of £500,000, it has ROE in thart year of 10
per cent.

Like all ratios, this can be compared with figures from other companies, or for the same
company from year to year. One figure by itself doesn’t mean very much.”

Leverage

“To get a berter return on equity, companies may borrow in the form of loans and/or bonds. The
amount of a company horrows and the interest it pays on this in relation to its share capital is
leverage!. Income leverage is the amound of interest a company pays on its borrowing in relation
to its aperating profit. This can be expressed as a percentage: for example, a company that makes
£80,000 in operating profit in a particular period and pays £20,000 in interest has leverage of 25
per cent. The relationship can also be expressed as a ration in terms of interest cover - the
number of times it could pay the interest out of its operaring profit - in this case, four times.

A company with a lot of borrowing in relation to its share capital or operating profit is highly
leveraged, or, in British English only, highly geared. A company that has difficulty in making
payments on its debt is overleveraged.’

Note: 'Leverage’ is also called gearing in BrE
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Match the two parts of these sentences containing expressions from A and B opposite.

1 The weakest part of the group 1s the
letsure division,

2 Analysts spend many hours studyving
balance sheets,

3 The company has failed to sweat its
manufacturing assets,

4 Brian wanted to learn how US corporations
nlcﬂ.‘-ul’(‘d p:.‘rlorm,lllce

a most of which have operated at well below

capaciy.

where return on assets lasr year was only

7.6 per cent.

and discovered that they all used return on

equity as their goal.

d share prices and financial ratios in scarch of
the best-performing frms.

=3

~

Look at B and C opposite. Study the figures in the table for a UK company for Year 1. Then

complete the table for years 2 and 3.

Interast paid

Pre-tax profit

income leverage
Interest cover
Return on equity (ROE)

B Year 1 | Year 2 | Voar3 |
Operating profit ] $120,000 $240,000 590,000
0 |

! $60,000

I I ——

. v

60000 | ij

560,000

I

Look at the completed information in the table above. Some analyses are saying thar in Year 3

Ajax may be having difficulty paying inrerest

in relation o its operating profit. Which

expression in C opposite do rthey use to talk abour this?

o

Over to you

does it have?

Qbtain the annual report of an organization you are interested in. What income leverage

RR
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Id
Clara Freeman, from Unit 38, continues:

“Investors look art the yvield of a company’s shares - the dividend per share thart it payvs vut
in relation to the share price. For example, a company whase shares are worth €20 and
that pays a dividend of €1 has a vicld of 5 per cent. The dividend per share irself is
calculated by dividing distributed carnings by the number of shares outstanding.

Those interested in immediate income look for high-vield shares — shares that pay out
high dividends in relation ta their prices. Others might accept lower-vield shares if they
think the company’s profits will grow over the coming years. These investors are looking
tor growth, increasing profits and dividend payouts in the furure.

Pricefearnings ratio

Bur companies do not pay out all their carnings — profits after tax - in dividends cach
period. Not all carnings are distributed to shareholders — companies keep some as
retained carnings, (See Unit 34)

Investors want to know how well their money is working for them and one way of doing,
this 1s to look at the carnings per share (EPS). This is calculated by dividing the afrer-rax
profit by the number of shares outstanding — the number issued and in existence.

Tor example, if a company has an afrer-tax profit of €1 million and has four million
shares ourstanding, 1t has EPS of 25 cents.

They can also use the earnings per share w work out the price/earnings ratio (PE ratio) —
this is the share price divided by the carnings per share. The company with EPS of 25
cents and a current share price of €5 has a PE ratio of 20.

This ratio gives an idea of how expensive a share 15 in relation to the profit the company
is making. If investors arc willing to pay for shares with a higher-than-average PE rania, i
may be because they expect the company to have higher-than-average profits growth in
the furure and they are thus willing to pay more for these higher predicted carnings.

Maximizing shareholder value

Sharcholders in a company obviously want to maximize their return on investment (ROIL).
They increasingly look at how the company is managed in terms of shareholder value —
the total amount the shares they hold are paying out in dividends — and the increase in
their value during the time that they hold them.

If a company’s sharcholders could ger the same or berrer ROI by putting their money on
deposit in a hank, they would not be too pleased with the company’s managers. 5o,
sharcholders warch senior managers” decisions increasingly closely. A company may sa
that it wants to maximize shareholder value and use irs assets and potential assets in the
most profitable way. This implies key strategic decisions such as making the right
acquisitions, and divestment of business units that do not make enough profit, even if
they are nor acrually loss-making.” (See Unit 19)
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39.1  Complete the table for last year for two companics, using the information in A and B opposite.

Paragon Quasar
Earnings | £6,000,000 £6,000,000 |
Retained carnings €3,500,000 €5,000,000
| Distributed camiingv. B €2.500,000 £ 1,000,000
| Number of shares uutsranding- | 10,000,000 5.000,000
| Currem share price ) | €5.00 | €6.00 —
Dividend per share .
| Yield
[Eps
PE rario

39.2  Using the information in A and B oppuosite, answer the questions about the two companies in
the completed table above.

1 Which company paid more to its shareholders trom its profit afrer tax last year?
2 Which company paid out higher dividends in relation to its share price?

3 Which company had the higher carnings per share?

4 Which company’s shares are cheaper to buy in reladon to its earnings this year?

9.3 Complere the sentences with appropriate forms of expressions from C opposite.
1 The committee directed the company’s management and financial advisers to explore a sale or

merger to determine if cither would

2 The group’s bid is the latest part of the strategy formed by its chairman to re-invest the cash
raised from its . ... programme.

3 One analyst expects the company to come to a crucial .on irs

shipping business very soon. ‘A cool rational manager would stop 511[9@[1];,. as it hasn't made
a cent in the past ten vears,” he said.

4 Under Karlsson’s management, shareholders have seen a 20-fold ...

. and this vear the company has been the best performer on the Stockholm

Stock Exchange.

5 The engineering group is calling on shareholders for €27.8m to help pav for three

- and fiNance an MVesTMent prograrmme.

Over 4o you

It often makes sense to maximize shareholder value by divesting loss-making businesses
and investing in other areas, but is this always easy to do? Why / Why not? In particular,
what issues might the company's senior managers have in relation to:

m their commitment to the company's hasic or original activities?

M their employees?
B new activities that they might invest in?
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Accounting standards

A s and their transpare

1cy

Every company appoints auditors,
specialist external accountants who
audit its accounts. The auditors
approve them if they think they give
a true and fair view of the
company’s situation. It not, they
specify the qualifications they have
about the accounts, If auditors do
this, 1t certainly gets investors
worried!

Bur auditors complain that there
may be an expectation gap berween
what they are required by law to do
and whar clients and investors
SOMETImes C)CPL‘C[ []'!CITI 49] dO -
auditors say that they should not be
expected to pick up every problem.

Following the scandal of Enron and other corporate collapses in the US, investors are
increasingly worried about accounting irregularities, and they are demanding that auditors
should be more strictly regulated — the authorities should supervise them more closclv.
Regulators — government agencies checking that the law is applied — are demanding more
transparency: they say audits should ensure that the company’s accounts give a clear
picture of its true financial situation.
They are particularly concerned with:
= auditor rotation: the principle that companies should be obliged to change their auditors
regularly
m contlict of interests: some say that a company’s auditors should not be allowed to do its
consultancy work, for example giving tax advice or doing management consultancy.

International standards

In the UK, the way accounts are presenred is governed by regulators such as the Financial
Reporting Council (FRC).

In the U5, they have the Generally Accepted Accounting Principles (GAAP), promored by
the Financial Accounting Standards Board (FASB).

People and mstitutions invest in companies worldwide. Therefore it's important for
financial reporting to be in a form that means the same thing to people all over the world.

That’s why accountants worldwide are moving towards International Finaneial Reporting

Standards (IFRS).

These standards will eventually be accepted by the International Organization of
Securitics Commissions (IOSCO) representing stock markers all over the world, including
the all-tmportant Securities and Exchange Commission (SEC) in the US. This will
facilitate investment by allowing investors from every continent to understand the
accounts of companies, and to rrust them, wherever they are based.
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Look at A and B opposite. Put the paragraphs of this article in the correct order. {The firstis a

and the last is e, burt the other paragraphs are in a ditferent order.)

Accountants seek to stay glamorous

The government will give the accountaney profession
erally clean of health today after a year-long
investigation. Tt has concluded that the siructure of £
Britain’s auditing fiems, the rules governing their ¢
conduct and the namre of their relationship with clients |
are sufficiently robust o climinate any immediate risk |
of an Enron-style corporate collapse here. <

i
¥

S S M PG —

Today's report is the third tranche of new rules o be |
intreduced on both sides of the Atlantic — all aimed -t
al improving corporate governance and strengthening

auditor independence t ensure there are no mare. ¢
Enrons. First came the parallel reports from Derek #
Higgs and Sir Robert Smith in the UK: then the %

Securities and Exchange Commission’s intreduction
of new regulations w implement more of the
Sarbanes-Oxley legislation; and now the government
has weighed in with the findings of its own inquiry.
Thar the accountancy profession has emerged
relatively unscathed from such a wide-ranging
examination of its role and responsibility, conducted
against a political backdrop of fear and retribution, is
being anributed to the role played by Peter Wyman,
the president of the Institute of Chartered
Accountants in England and Wales

BRSSP S—

e T T —

B e e —

C

d

~

For the past year, Mr Wyman bas been engaged in |
shutile diplomacy between London, Washinglon +
and Brussels. He has persuaded Jegislators, ministers

ficials that the accountancy profession will not J
shirk its responsibilities (o shareholders, and las
argued eloquently that any changes lo the structure
of the profession must be designed o improve the
quality of the audit and enhance the integrity of
auditor independence,

T B e

However, Patricia Hewim, the Trade and Industry |
Secrelary, will impose some important changes as she  +
unveils the findings of the Investigation. She will o
make it clear that vigilance is eritical lo guard against
lapses in professional standards, und will demand
preater ransparency from the big accounting firms.
She will insist on clear procedures to cnsure auditors

do not develop cosy relationships with their clients, |
but the firms will not be forced to dhtch luerative non- <
audit work for clients — notably providing tax advice |
— unless conflicts of interest threatening the auditor's
independence are identified

|
-
-

e B gl et

The ICAEW has already introduced measures to guard
against auditors becoming oo cosy with clients. It has |
i five-year rotation of lead audit pamners, and has |
established the concept of an independent review
partner who can oversee the audit but who does not
know 1ne clien. Even on e vesed question of no-
audil services, the profession can report good progress
towards ensuring thal the lust for lucrative contracts
does not atfect the audit relationship with the client. i
The Guardian <

0.2 Complete the sentences with appropriate forms of expressions from the arricle above.

1 If regulators have no major criti

2 Rules thar are strict enough to prevenr abuses are .
3 Another expression for a large bankruprey is

4 1f professionals do not do whar they are meant to do, they

responsibilities. (c)

5 If something must be warched carefully, ...

6 If professional standards are not kept high, there are ...

7 Relationships with clients that are too close are roo ...

isms to make of a profession, they give it a

. [paraa)

-~ {a)

is required. (d)
snaasansld)
syl

8 If a professional cannor act properly because wark in one area interteres with work in

another, there is a

{d)

Over to you ‘

Should there be obligatory rotation of auditors as recommended by some regulators?
Why / Why not?
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Ethical behaviour

Ethical behaviour is doing things thar 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:

m emplovment and community: they want to pay artention to things thar affect all people,
not just their employees, in the areas where the company has its offices, facrories and
acrivities.

m  the environment: they want to conduer husiness in ways that protect the environment
ensure that the air, rivers erc. are not polluted and plant and animal life are not
endangered. (See Unit 43)

m  winning new business: they want to get business wirhout engaging in corrupt behaviour,
for example offering bribes — money given to someone so thar they behave unethically.

Companics want to be seen as good corporate citizens, with activities that are beneficial
not only for their stakeholders — their employees. shareholders and sa on - but for the
communiry and socierv as a whole.

Accountability and transparency

Ethical corporate behaviour includes accountability - rthe idea thar companies are
completely responsible for what they do and that people should be ahle to expect them
explain their actions. Transparency is explaining rhis behaviour in a way that can be
understood by outsiders, and not trying to hide anyrhing, Companies may say thac they
demand high levels of probity and integrity — complere honesey - from their employees,
and that they do not tolerate any form of misconduct.

Corporate social responsibility

Companies have long had codes of ethies and codes of conduct saying how their
managers and employees should behave. Now they arc looking at these
systematic ways. They are designating executives to oversee the whole area of corporate
social responsibility (CSR).

Issues in more
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Read the article relating to the ideas in A, B and C opposite. Then say if the statements below
are true or false, identifying the phrase or sentence fram the article that confirms vour answer.
(The first one has been done done for vou.)

How to become good in all areas

British  Airways. Coca-Colu, Iken, Unilever and
-Murt. The scandals in the US have underlined how

Few compames are clear about how 10 manage what can

he un amorphous collection of internal initiatives and W

external relationships on social. enviconmental and
cthical issues. Probity and respensibility must be
emhedded in a company’s culwre, strategy and
operations from the top down. But how can this be
done? A new guide from Business for Social
Responsibility, 1 US non-profit rescarch and advisory
organisation with 1400 member compantes and
affiliates. attempts o answer this by taking the reader
step by step through the process of designing a corporate
social responsibility imanagement system.

Only a handful of compunies have a full CSR
nanagement system in place, says the organisation,
which advises iis members on how 1o make responsible
practices integral to their strategy and operations. Its
corporate members. mainly in the US and Burope. have
combined annual revenues of nearly  $2,000bn
(£1,300bn) und employ 6m people, They include ABB.

“corporate responsibility taskforees” and codes of
conduet are not enough on their own and can sometmes
be a smokescreen.

“Creating and building a successful CSR management
system is a complex. long-term project lor any
company.” says the report. It involves a shift in the wiy
a company conducts business and can be likened w
implementing other larpe-scale change initiatives such
as woal quality management.”

The guide runs through basics such as who cumently has
responsibility for CSR in the company, why a hetier
management stiucture might improve things and what
“hot-button” issues {child labour, drug pricing) face
different sectors. It encourages companies 1o think hard
about their stakeholders. what their concerns are. how
credible and influential they are and whether they are o
potential long-term partner or a habilicy,

Financiof Times

1 Most companies have clear, coherent policies on social, environmental and cthical issues.
false - Few companies arv. clear ... social, environmental and ethical igsucs,

2 If a company behaves with probiry, it has high cthical standards.

3 Business for Social Responsibility has a coherenr approach to designing a corporate social

responsibility management system.

4 Tt's simple for a company to add a CSR management s

tem to its day-to-day business.

5 Codes of conduct are cnough o ensure echical behaviour.
6 The guide says rthar a company’s stakeholders should all be kept happy so that they are all

retained by the company over the long term.

Complete the sentences, with expressions from A and B opposite.

1 The company was accused of giving ...

producrs into the country more quickly.

2 The company has supported several projects in the local ..

situated.

3 Voters demanded that there should be greater .

they could understand it fully.

to local officials in order to allow their

., where its facro

in the election process so that

4 Following the scandals of Enron, Worldeom and others, there is greater emphasis in business

schools on the teaching of

Over 4o you gL

Think of a particular ethical issue that concerns you, Write a letter to an organization
asking what its policy is on this issue.
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Social performance audits

Businesses are increasingly aware of the importance of social and environmental issues for
their reputation. Some are commissioning social audits relatng to their social
performance; thesc evaluate the effect of their behaviour in relation to their employees
and to society as whole.

Supporters of social audits say that this social reporting is as important as financial
reporting. They say thar it provides important information for all of a company’s
stakcholders. This is part of the wider picture of stakcholder theory, the 1dea that
companies have responsibilities not only to employees, customers and shareholders, but
to all members of saciety affected by their acriviries.

Crirics say that a social audit may just be a public relations exercise, with no real benefits.

Word combinations with ‘sacial’

conscience when companies believe that doing business involves moral
and ethical issues
issucs areas of concern, such as unemployment, poverty, etc.
| esaan justice the idea that people should be treated fairly and equitably
sacial - -
responsibility when companies are concerned abour the consequences of
their activities on the commurity as a whole
| welfare payments for people who are unemploved, ill, ete.
well-being when work conditions are good and people are happy

Lahour standards

Giovanni Preston is in charge of social responsibility issues at Rancher Jeans, a Canadian
multinational:

‘A lot of our 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 ro labour abuse or
labour exploitation.

My job is to travel to these countries and to check labour standards. [ go there to check,
for example, that our suppliers are paying their workers fairly and thar 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 benefic.”

BrE: labour;
AmE: labor
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Complete the sentences with correct forms of expressions from A oppisite,

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

~

exploiting than caring and sharing could adopr ..

highlight their more ethical acrivities, purely as a

w

sharcholders, These

There is a risk that companies in industries that are more renowned for polluting and

‘‘‘‘‘‘‘ and use it to

Auditors should also be required to report to a wider interest group than just the

could include bankers, customers and suppliers, potential

sharcholders, employees and even government departments.

FS

companies should be forced to publish annual ...

A group of experts looking ar how company law operates is already considering wherher

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

1 Bracilian society is maturing and adopting
a model of cconomic development that
balances economic growth, social

2 At present the country has only a
rudimentary social

3 The company is expanding its reporting
at social

4 Business success can no longer be defined
solely in rerms of earnings, growth and
the balance sheet as social

Giovanni Preston from C opposite contmues to talk about his

with expressions from C opposite.

1
(T know thatianc-obue competitors |
exploits poorly-paid people \
working in very hot and crowded |
| run-down buildings. They use ... )

3 I know for a fact that some of

their workers are under
| 14 years old. They use ...

5 5

All these problems mean thar ‘
‘ overall the employers have
| dismal ...
b

Over 4o you

Find out about social responsibility issues in an organization that you are interested in.

a welfare svstem in place w absorb the shock
of millions of people being thrown out of
work,

=4

justice and the susrainable use of narural
resources.
¢ responsibility has become both an individual
necessity and an arganizational requirement.
d issues, and in a recent business statentent
pledged to safeguard the economic and social
well-being of the communities in which it
works.

work. Complete his statements

- ;
[ They don’t pay attention o
keeping the facrory clean or

well-ventilared and clearly don’t //

| care abour their employees’ ... |
-

4 B N
(Thereisa very high number of
| accidents at their factory. They

| have a terrible ... x

O — o T

[ This sort of behaviour is the
worst type of ... (2 possible
expressions)

S

AN
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ental pollution

_ompantes should of course minimize

environmental pollution — damage to the
land, sea, etc. caused by their activities.
They should not pollute the air with toxic
emissions from chimneys or with cffluent -
toxic liquids that they discharge into rivers
or the sea. They should dispose of waste in
more acceptable ways.

Nuclear power plants are required to monitor levels of radioactivity in the air and water
around them, but erities say that even minimum levels of radioactiviry are unacceprable,
And some pollutants are carcinogenic, causing cancer,

Governments impose stringent regulations to foree companies to limit pollution.

m Recycling

Products should be recyclable — the European Union, for example, has regulations about
the proportion or percentage content of products and packaging that must be reused and
recycled. Houschold and industrial waste should also be recycled. Supporters of recycling
say that dumping waste in landfills cannor conrinue indefinitely and that burning waste in
incinerators is also environmentally damaging.

Word combinations with ‘environmental’

| credentials evidence that vou care about the environment
| iy ;=
| degradation damage to the environment

devastation severe damage to the environmenr

environmental e ;
pressure groups such as Greenpeace and Friends

lobby of the Earth who campaign on issucs together

rules that companies and government authorities |

standards . :
should follow in relation to the environment |

Sustainability

Some industries are directly dependent on natural
resources, and managing these resources so thar
they are not deplered is essenrial. For example,
deep-sea fishing has to be done in a way thar
maintains fish stocks and avoids overfishing.
Ideally, those engaged in logging thart causes
deforestation should have an incentive o
maintain furure timber stocks through
reafforestation. These industries should be run in ways thar are sustainable — in ways thar
mainrain the resources thar they rely on. (See also Unirs 45 and 50)

Another aspect of sustamability is renewable or alternative energy sources such as wind power.
These are some of the environmental or green issues that companies are facing. Some companics
produce reports on these issues that give a more favourable impression than is justified by the
real facts. This is called greenwash by critics.

BrE: reafforestation;
AmE: reforestation
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3.1 Complere the rable with words from A and B opposite and relared forms. Put a stress mark in L
front of the stressed syllable in each word. (The first one has been done for vou.)
Adjective
discharge
dispose (of)
ENVATONIMENT
incineraror
pollute
: 1
recvcling | recyclable
TOXICIEY :
13.2 March the two parts of these sentences containing expressions from C oppaosite.
1 He led a political campaign against ~ a lobby, this type of plastic is such a dangerous
the company, saying its oil substance to manufacture and dispose of that it
production caused envirormental should be banned.

2 According to the environmental b
3 If you really want to show vour
environmental

credenrials, there are several houschold cleaning
products thar will cause less damage ro the
environment, bur are likely to cost slightly more.

4 The project will hoast Brazilian ¢ devastarion in the area.
efforts to fight environmental d standards, the amount of houschold waste is
5 In the richest countries with the growing more slowly than the economy as a whole.
toughest environmental e degradation in the Amazon basin.
13,3 Complere the sentences with expressions from D opposire.

1 llegal could accelerate degradation or even cause which has

affected more than 9.8 million acres of forest in the past 30 years.

2 Fishermen are being encouraged to carch alternartive fish species because . . has

. the stocks to near-collapse.
3 The country’s society is maturing and adopting a model of cconomic development thar

balances economic growth, social justice and the use of ..

4 They accuse multinational companies of *.. ' — polishing up their images on

environmenral issues with brochures and advertising campaigns.

5 Many congressmen are keen to revive research mto renewable

like solar and wave power.

Over 4o You ‘l

What does your local government

thority do to encourage recycling? Does it do enough?

95
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m Board organization

Corporate governance 1 a company is organized and managed at the highest
level. This can have a critical influence on the company’s performance and behaviour,

A company’s board of directors includes:

m  cxecutive directors: the chief executive and other senior managers such as the finance
director.

m non-executive directors or non-execs: outsiders with management experience who are
invited to sit on the board, bringing their expertise and an outside view. Large investors in
the company like pension funds may also have seats on the board so thar they can
influence how the company is run.

In some countries such as Germany, there are two boards. Above the management board
is a more senior supervisory board.

- s
Another key issue in corporate governance is whether the most senior job in a company
should be split into two or not. Should the roles of chairman/chairwoman and chief
exccutive be held by one person, or should there be a separation of these two roles?

ition of rol

Some people say that these two functions should be separated in order to avoid
concentrating too much power in one person’s hands. Supporters of combining the two
roles, however, say that this gives the company stronger leadership.

wards for success {and failure)

Also important are executive remuneration or compensation.
Top executives are rewarded for success in the form of high
salaries and share options (BrE) or stock options (AmE}: the
chance to buy shares in the company cheaply. These highly-
paid executives are often called fat cats by their critics.
Executives say in their defence that share options are one of the
incentives that can make them perform better.

But they may also e ‘rewarded’ for failure, with high
severance payouts or pavoffs when they leave the company
following poor performance.

Executive pay is becoming an increasingly sensitive issue — for
example, executive pay in the UK has risen three times faster
than average pay in the last five years. Company boards may
appoint a remuneration committee to make decisions in this
area. And in the UK there are proposals that shareholders
should have the right to vore on executive remuneration.

96 Business Yocabulary in Use (advanced)



44.1

T,
www.|[ELTSPROTALK.com|

Two articles have been mixed up. They contain expressions from A, B and C opposite. Which
paragraphs make up each article? (The paragraphs are in the correct order. Arnicle 1 conrains
four paragraphs; the first is a. Article 2 contains four paragraphs; the first is b.)

a

Article 1: Corporate sateguards
go back to the board

A large majority ol top exccutives in Britain have
given the thumbs down 1o propesals designed 1o
strengthen the role of non-executive directors in
the boardroom. A survey by the Confederation of
British Industry showed that §2% of FTSE-100
chairmen fee] that their role would be undermined
by proposals contained in the Higgs report
released M January

Article 2: Rewards for failure
are too high, says Lord Mayor
The City needs to tighten up its standards of
corporate governance to restore public and

investor confidence, according to the Lord Mayor |

of London, Gavyn Arthur. It was unacceprable for
failure to be almost as well rewarded as success
and for executives 1 take decisions designed to
trigger shorl-lerm share options rather than act in
the long-term interests of the company.

“We have to have an ethos where the long-term
stahility of the company is what matters most;
where it is bad form and seen to be bad form to
be taking actions (0 penerale short-term benelits
and share options,” Mr Arthur is expected 10 use a
keynote speech at a dinner to be atiended by
Trade and Industry secretary Patricia Hewitt this
month o mghlighr the need o volster credibility

“The report from Derek Higes. a former
investment banker, called for an enhanced role
for non-executive directors, as part of a stream
of proposals designed 1o prevent an Enron-type
scandal in the UK. Specilically. the Higgs report
called for an independent non-executive director
to chair the nominations committee, which
nominaes people to join the board, spliting the
functions of chairman and chiel executive, and
the appointment of a senior independent director
10 liaise with shareholders.

Over 4o You {

&

=

Ms Hewtt has already announced a review on
the issue of rewards [or failure. However, last }
month Labour hlocked an attempt by Tory MP
and former Asda boss Archie Norman w change
the Companics Act 1o allow directors

1o challenge executive payolls. [

But in the CBI survey, most chainnen believed that
the Higgs proposals would undermine their
position and lead to divided boards and thercfore
hamper the way they run their businesses. “What
the chairmen are saying is that they need to hav
unified boards, especially in difficult economic
times,” said Digby Jones, the CBI director-general,

e

PR NP p—

Chairmen of the FTSE-100 companies can also
argue that corporate governance in the UK
already meets high standards, building on past
milestones such as the 1992 report by Sir Adrian
Cadbury in 1992 and Sir Ronald Hampel in 1998
Be that as it may, Enron and WorldCom changed
the corporate landscape. Those mammoth
scandals led 10 major reforms in the US, notably
the Sarbanes-Oxley Taw, which had the creation
of an accountancy oversight board as its
centrepiece. Onee the US started overhauling
corporate governance practices, the rest of the
waorld was forced t© 20 some way to meeting !
these new best practices,

L
The Guardian y

SR SNREU W P a

Mr Arthur argues that the current situation

cannot be allowed 1o persist. * can’t bear to.—
see failure being almost as well rewarded as '
suecess, Itis morally wrong for those who have
destroyed their company to walk away withan [

abscenely large payout. It does a disservice Lo \
investors and to public confidence.” i
The Guardion <

PP p—

What is the attitude towards highly-paid executives in your country? Imagine that you

a shareholder in an organization that has recently awarded a large pay increase to its CEO.
Write a letter to the organization's head of corporate social responsibility (see Unit 41)

asking then to justify this increase.
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m Controversial products

George Unwin is a fund manager for an ethical investment fund:

People and organizations who put their money into our fund want us to invest it in
ethical ways. We want to avoid companies that have a bad record on social and
environmental issues. We particularly want to avoid certain sectors — tobacco, arms
manufacturers, and nuclear power or uranium producers. S0 we put our clients’ money
into funds that do not invest in these activities.

In selecring companies to invest in, we look closely at how they are managed. We are
particularly interested in issues of corporare governance. We believe that well-managed
companies make better investments.” (See Unir 44)

m Socially-responsible investment

There is more and more relevant information abour cthically run companies that people
can put their money into. In the UK, FTSE4Good! is an index of ethically managed
companics. In the US, they have the Dow Jones Sustainability INDEXES® - DJST World
and DJSI Stoxx, containing companics which are run in a way thar takes account of the
long-term interests of society and the environment. This concepr, known as corporate
sustainability, is defined by DJSI in these terms:

strategy: integrating long-term economic, environmental and social aspects into their
business strategies while maintamning global competitiveness and brand reputation.

financial: meening sharcholders’ demands for sound financial returns, long-term economi
growth, open communicarion and transparent financial accounting.

customer and product: fostering lovalty by investing in customer relationship
management, and product and service innovation thar focuses on technologies and
systems which use financial, natural and social resources in an efficient, effective and
economic manner over the long term.

governance and stakcholder: serring the highest standards of corporate governance and
stakeholder engagement, including corporate codes of conducr and public reparting.

human: managing human resources to maintain workforce capabilities and employee
satisfaction through best-in-class organizational learning and knowledge management
practices, and remuneration and benefit programs.

The FTSE4Good and DJSI indexes give the overall valuc of the share prices of the ethical
firms, and we can compare the performance of individual firms against them.

This 15 part of the movemenr rowards socially responsible invesrment {SRI),

{See Units 43 and 50)

b wwwfrsedpood.com

? www sustainability-index.com
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Complete the article, which contains words from A and B opposite, with a—e below.

o

o

o

~

"COMPANIES that follow better social and financial reporting in fact shows (3) ..
eIy u.ﬂnm;em‘d_ pu]‘.me& ik sl mm s a.u.nrdlng Hence his conclusion that companies following better
1o Matthew Kiemnun. This is a controversial view.

: PR social and (4] . R
Socially responsible investment has come o lang way f
and gained (1) ... As [urther evidence of the link berween soctally
responsible behaviour and enhanced profitability,
Mr Kiernan cites South African mining companies, |
some of which have recently unnounced their decision |
to provide retroviral drugs (o workers suffering from 8
Aids. “The cost of Aids is estimated o add $4 © 56 an
ounce 1o the price of producing gold.” he says. “Giving
drugs 0 your workforce may bea good PR gesture, but
it will also reduce your production cosls and
While the concept of ‘intangible value’ is not an 13)
original one, Mr Kiernan believes Innovest's research
process brings a new (2)

Analysts look at new factors ’
|

The research process which Mr Kiernan and his
colleagues have developed at Innovest is aimed al
identifying what he describes as the “intangible value”
of a company, the factors thal are not captured in a
traditional balance sheet and which explain the
difference between a company’s market value and s
asset value

Mr Kiernan, however, is certainly prepared 1o promote
his own values. “We are trying to put sustainability
“The canventional wisdom still in many quarters is that issues in the mainstream,” he says, ‘Twill die o happy
social and environmental issues wre either imelevant or man when the Tnnovest sustainability ratmg 1s turmed to
even harmful to the financial performance of as quickly as a pricefeamnings multiple.

companies,” Mr Kiernan says, "Our argument is that

Financial Times

environmental policies are better run. In defence of this argument, Mr Kiernan refers to
independent analysis by QED International demonstrating that a portfolio of shares tilted
towards Innovest’s preferred stocks would have outperformed the S&P 500 by nearly 29 per
cent berween December 1996 and December 2001,

rigour and depth to its analysis. The marerial is aimed more ar analysts and company boards
than at sharcholders with a conscience, the traditional audience for companies carrymg out a
‘social audir’.

only the tip of the iceberg, Mainstream financial analysis captures only a very small part of
the competitive dynamic of a company, and 1ts what's going on below the surface thar
accounts for success or failure.”

contribute to the borrom line.” He goes on to cite 3M which, he says, has saved more than
$900m (£600m) over the last decade from pollution prevention programmes.

visibility through the FTSE Good Index launched last year. Bur many invesrment managers
remain unconvinced that green credentials show up positively in a halance sheet,

Do you agree with the argument in the article that ethically run companies are more
profitable than those without corporate social responsiblity policies (see Unit 41)?
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P

hs to prosperity

Since the fall of communism, a lot has been said abour globalization — the tendency for
the global economy to function as one unit, with increasing interdependence between
different parts of the world.

in terms of economic development, the world is divided nto:

® rthe rich industrialized countries or advanced economies of the West. (The West is raken to
include countries such as Japan and Australia.)

m the developing countries or less-developed countries (LDCs). Some are rural economies
with very little industry. Others are ar various stages of industrialization — they are newly
industrialized countries (NICs). Some of these are middle-income countrics. And some,
such as the fast-growing economies in SE Asia like Taiwan and Singapore — the Asian
tigers — are reaching the West's levels of weahith and prosperity.

People who want to emphasize the difference between the industrialized and the less-
developed countrics of the world often refer ro the North and the South, Before the fall of
communism, developing countries were referred to as the Third World, bur this label is
now falling out of use.

GDP and GNI

The prosperity of a country is measored in terms of GDP {Gross Domestie Product}, the value of
its cconomic output: all the goods and services produced there in a year, GDP per capita is the
total ourput of a particular counry divided by the number of people living there.

High narional income can mean high living standards - high levels of wealth for people — bur
it depends on income distribution — the way that monev is divided among the people of the
country.

Prosperity can also be measured in terms of GNI (Gross National Income). This includes money
Coming imto a coumtry from investments abroad, minws money leaving the country 1o go to
investors from abroad. This is the new name for whar used to be called GNP (Gross National
Product).

Globalizing trends
The supporters of globalization, the way thar the
world’s economy increasingly funcrions as one unit,
say that it will continue to cause growth and
prosperity to spread thanks to:
®  free movement of capital; money for
investment can be easily moved around
the world
®  trade liberalization: obstacles to international
trade are gradually being removed.
W shipping <osts that are ever-declining thanks
to the ¢fficiency of containerization.
W telecommunications and computing costs
that have fallen dramarically.
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46.1  Complete the crossword with appropriate forms of expressions from A and B opposite.
Across
4 High levels of wealth can mean L [l
Rights s . 16,9) <t
10 The way wealth is spread (or T rJ_ T [ F_ | }

not) through the population.
{6,12)
See 3 down.

Abbreviation for 5 down. (3} | _|
% i - g F i
Some refer to rich countries as L E

the o (5) 2 F_| [ 1] o

Down — b - L& | ¥

——
[T T

Nation in the process of — : — [ — Lf L
industrializing (10,7) . |

Yo

Advanced economies are
. (14)

.and 11 across Countries ILL i 1 [ E 1 iz 1 Ib & | 1
depending on agriculture. (3,9) i T

S0ME ..o -developed
countries have a more rural .
economy. (4]

e

3

—T

oy

The total value of a country’s goods and services 1 its _......w. v product. (5,8)
The successtul economics of SE Asia. (5.6)

The value of goods and services produced is eCONOMIC o . (6)

Berween rich and poor: -income countries. (6)

Some refer to poorer countries as the ... (3]

B

"

o

46.2  Maich the examples of globalization (1-4) to the trends in C opposite.

whole container of goods across three-minute phone call from
‘\rhc Pacific can be as little as $50. London ro New York in 1930
- was £200. The same call costs
less than £1 roday.

1 ; o e .
The charge for transporting a & [ In roday’s money, the cost of a

37

There are no taxes on goods [ We can invest in some Asian L
traded within the Furopean ‘7’ countries and bring back our S
Union. | thout penal

y \

Over 4o You

Can the level of development of a country be measured by GDP alone? If not, what other
factors should be taken into account?

Imagine that you are your country's minister for industry. Write an invitation to the chief
executives of foreign companies saying why your country is a good place to invest.
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m Direct investment

Companies can put money into investment projects in ather countrics in private direct
investment. With free cross-border capirtal flows, they can repatriate their profits to their own
country, or withdraw their investment altogether.

There is debate about whether governments should try to limit capital inflows and outflows with
capital controls or whether they should follow the global trend towards liberalization.

Some economists say that too much liberalization leads to instability in a country’s economy,
with foreign exchange crises which lead to devaluation or depreciation — its currency becomes
worth less in terms of others. For example, some say that China’s growth has benefired from the
fact that its currency is not treely convertible, thus avoiding the capital outflows that other Asian
economies have suffered from at various times.

m Borrowing

The International Monetary Fund (IMF) and the World Bank play an important role in the
development of less-developed countries. A main function ot the World Bank is to lend money
to countries so that they can obrain the conditions for economic growth. For example, it
sponsors infrastructure projects — road huilding, water supply systems, ete, — and projects in
health, education and agriculture.

Bur developing countries may build up unsustainable levels of debr and be unahle to repay their
debrs. The IMF has debt reduction programmes for Heavily Indebted Poor Countries (HIPCs)
thar will reduce the amount of money that they owe. It also contributes to work on the
Millennium Development Goals ~ specihc targets relating to poverty reduction and the
stimulation of growth in poorer countrics.

Word combinations with 'debt’

burden the amount of debrt thar a country has, seen as a problem
service making repavments on a debt

| justice the idea that people should be treated fairly and cquitably

| debt - o e
rescheduling when lenders agree that a debt can be repaid in a different
restructuring way or ar a different time |
relief when lenders agree that debts do not need to be repaid |
forgiveness

T =it N — e
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Look at the expressions in A and B opposite. Put the sentences a—c in the correer order.
(The fArst is a.)

a " d
A ban on capital contrals is 1 bad trade-off “This vicious circle spells calamity for the country's |
; cconamy: capital [ows can be, and have often f
been, perilous.

Because developing countries have relatively
¢ small fing markets and do much of their
borrowing in dollars ar curos they are vulnerable

As money is withdrawn, the country's currency . 05 they
depreciates rapidly, which can lead 10 more f o r.:pid_lmanuul outllows if creditors suspeet
difficulties in repzyment.

investors pulling out in an ¢ffort 10 avoid losses. | Financiat Times

RN —

Now match the expressions (1-10) to their definitions (a—).

1 withdraw a very dangerous

2 depreciate b take outr

3 pull our ¢ disaster

4 soar d leave

5 spur e casily affecred by something negative

6 vulnerable f cause

7 perilous q lose value

8 calamity h rising prices

9 vicious circle i rise fast

10 intlation j when a problem occurs thar causes another problem

to occur, and this process is repeared

March the two parts of these extracts containing expressions from C opposite,

relicf if the money saved is then spent on
arms.

restrucruring plan for developing countries.
burden cut to levels which the IMF and
World Bank consider sustainable.

forgiveness and requires Russia to pay in a
timely way and in full.

spend on health and education

()

1 Under HIPC, countries have their debr

2 The arrangement with Moscow benefits
the Wesr because it involves no debt

3 Half of Africa’s governments pay as much
per person in debe

4 There's not much poine in debt

-

(-3

5 Mozambique, which recetves debt

6 Brady bonds, named after former US
Treasury Sceretary Nicholas Brady, were
created in the 1980s as part of a debt

service as the

]

combined.
rescheduling this month, will nor be much
betrer off.

-

Over to You

Should the debt of developing countries be completely forgiven? Why / Why not? Write a
letter to a national newspaper with your views.
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Trade

Dismantling the barriers
Ranjir Rao is trade minister for a developing counrry:

“We believe that there is increased prosperity for all if we can export our goods and
services freely. We are working through the World Trade Organization (W1O) to remove
or dismantle trade barriers such as:

B cariffs: taxes on imported goods
= quotas: limits on the number of goods thar can be imported.

We particularly want the countries of the North to open up their markets to our agricultural
goods. Free trade areas or blocs such as

m the EEA: European Economic Area containing the European Umon plus some other
countrics

B NAFTA: North American Free Trade Area: Canada, US and Mexico

have abolished trade barriers between their member countries, but they should be more open to
goods from outside.”

Protected industries

John Newman is head of a steel company
in Nordland, an industrialized country:

e

We have higher costs than
many other steel-producing
\“* countries and we can’t

™. compere with their prices.
Some countries are dumping
selling their steel here for less
than it costs to produce. So we
have asked our governmenr to
impose rariffs on imported
steel.

= , .
A\ /.

Antonio Silva is head of a steel company in Sudonia, an industrializing country:

o § % 7 : - : T

We feel that Nordland is engaging in unfair trade practices — from our point of |
view it’s just protectionism. We believe in free trade — we should be allowed to

| compete in an open world market for steel. J

Fair trade
Claire Longdon is a consumer in the UK:

‘I believe in fair trade. When I buy producrs, 5
especially commaodities like coffee or bananas, \ Guarantees
T look for the FAIRTRADE Mark. The Fairtrade
Foundation makes sure that producers and growers -
arc paid a fair price, not just the market price, " | for Third World
which can be catastrophically low. For example, |

prices can fall dramatically when there is FAIRTRADE Producers
overproduction around the world causing a
glut in a particular commodity.”

a better deal
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Complete the sentences with appropriate forms of expressions from A and B opposite.

US and EU business leaders now need to focus on remaoving

between the two blocs rather than aim to create a single ared:

[S]

He said raising prices by increasing . on Japanese luxury cars would give

Detroit’s Big Three automakers an excuse to increase their own luxury car prices.

©

The Asia-Pacific cconomies have been growing and . . their

markets. They offer many new opportunities.

s

The European Union warned that South Korea should open up its car marker, accusing the

country of

o

It the Commerce Department rules that Mexico is .. .. LOMATOEs, CONSUIMErs can

expect higher tomaro prices because the US will impose . .. on them, imiring the

numbers that can he imported.

Look at C opposite. Put the sections of this article in the correct order. (The first is a.)

f
Sale of Fairtrade products | representing 4.5 million growers, 0
! products are available in the UK in the catcgories of |
doubles coffee, tea. cocoa. chocolate, snacks and biscuirs, £
Sales of goods that promise & better deal for famiers sugats honcy, frut e and fest fvdt, and are |
in developing countries have more than doubled in stocked by independent shops and most major |
three years, it was announced at the weekend : opervanen
Fairtrade coffee accounts for 14% of the market ¥ A B TP P
in the UK, € §
R e T Tt e B g BT A e The Fairrade Foundation certifies and promotes i
b products that meet internationally recognized |
i ehisenlnte tha cirey e Faittride dertineatan standards of fair rade. It said that Sainsbury’s now |
etk Last Noverber t Ca<ip sipermarticy chain sclls around 1 million Fairtrade bananas 3 week. !
announced it was switching all its own-brand and [y own-brawd ecffes, foa
chocolate to Fairtrade. ¥ Y S —— -
S S S U S S h
o The first Fairtrade-marked product appeired on

shelves in 19694, Now foods
sold in 17 countries through 233
companies. They are sourced from 360 producer
groups in 36 counties.

and producers A bemer deal. Toral sales tose fromt k
£21.8m in 1999 10 £39m in 2002, according o é
figures rejeased to mark Fainrade Formight, which

starts today to encourage shoppers 1o Ly the products. |

B N S S

R e e S NP S

with sules having increased from 13.7 m in 1998 10
18.5 i in 2001, The growth has been made
passible in large part by the increasing willingness
of supermarkets to sell Fairtrade products. which
are made using ingredients thar guarantee farmers
€ The Guardian |
Harriet Lamb, exeeutive director of the foundation, A et s el P B et
said: “Ri sales fipures show that the public not
only trust the Fuirtrade mark but trust their taste 100,
The foundation was set up at the beginning of the
19905 by agencies including Christian Aid, OxFam

R L

and the Worid Development Movement, 1o respand to i
the human vonsequences of collapsing world |
commodity prices.

R T e ——— P

o e el

Over to You "

Should some industries in your country be protected ~ if so, which ones? Or should all
goods be subject to free trade? Why [/ Why not?
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Humanita

When there are extreme situations, aid agencies such as Oxfam or Médecins Sans Frontitres
play an important role, These situations include war, natural disasters such as carthquakes or
floods, and famine = when people do not have enough to eat, for example following crop
failure. Emergency rclicf is provided in the form of supplics, medical assistance, and so on. This
is part of humanitarian aid.

Development aid

Aid agencies and donor counrries also
give development aid, and so contribure
to economic development through
specific development projects. These
projects may use intermediate
technology — equipment and machinery
suited to local conditions rhar local
people can operate and maintain.

Some of these projects are designed to
improve infrastructure - a country’s
water supplies, roads, etc.

Some provide sced money for small businesses — the money they need to starr up until they
become viable and able to develop by themselves.

The aims of aid

Development aid often comes from donor countries. Some countries are more generous than
others, giving a higher proporrion of their national wealth. The places to which aid is sent and
the uses to which it is pur are influenced by pressure groups and NGOs - non-governmental
organizations — such as the aid agencies mentioned above.

Governments receiving aid are recipients. Some donors require the recipients to use the money o
purchase equipment, cte. from them — this is tied aid.

Many would say thar the purpose of aid is poverty reduction. But there is a lar of discussion
about how this can be achieved. Some experts say that the best use of aid is to invest in projects
that centribute to economic development.
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49.1  Complete the senrences with appropriate forms of expressions from A and B opposite.

1 In Ethiopia in the mid-1980s, many people did not have enough to eat. This was onc of the

st severe ... .. of recent timwes,

[S]

In 1999, Pakistan produced much less cotton than it normally does because of unusual

climate condirions. This is an example of a damaging ...

[

Helping people in India after the carthquake there in 1992 is an stance of ...
cand ...

Sometimes only a lirde ........

s

- is required to get projects going — they
B Y

can become . quite quickly.

o

The hurricanes and flooding in central America in 2002 were one of the worst ...

. of the last few years.

@

Small wind turbines to generate electricity on farms is one example of ...

49.72  Read the article relating to the ideas in B opposite. Then say if the statements below are true or
false, identifying the phrase or sentence from the article thar confirms your answer. (The first one
has been done for you.)

The great aid debate

vival fa ciors \

o bromghn e beaby demers awd recipioms b brom g wide vage of sowree
aid o the  tended 1o hijek the delare for WL
Fuu Public opinion is one. elped onsibiiliny
by some very cffective bbbying aml hat
) ¥ ! e

Toups. 1

i wmn purpises

pienrs ol o Deistle at ihe
dva then they waste il money,
Tt aceusation, they sy is o
distraction from ahe basic
problen dhat the donor
zenerons enougl T
donbt that rich countries an
reluctant o dleliver on their
prwises ot developing workd
whether it be

bt pressun Iy on

the ssue of debr eeliel for ihe
paarest countries.  Ultunately.
thengh, aid hes forced its way to
ety of the
palitieal Jewelers have reulised thar
glh]m] seeurine and prisperin
| dependon T aninclusive

helps deliver what they  need.
Resrarch by the World Bank
1

chown that aid can he

nul

vetive in reducing
bt only when
countries with somnd seonomsic
frent and  governmenl
0 connries with
e the
il s

o brecanse

2

poversy.

ven o

rnt
instliuii
W

evid

conomy. Letiing
« fall furtfier hehind

Enmumiuml

oney for il or
the elugive open markers they
comtinue to avene will helpy poo
lcis o a cenmral - coumrics most But there is

oo I the past eonsidderable evidence s - and

The fconomist

1 A number of things have made overseas aid a rapical issue.
True. - several Factors have brougnt the. question of overseas aid +o e fore.
2 The influence of pressure groups has produced results, especially in relation to debt relief.
3 Donors and recipients have until now taken control of the discussion for their own advanrage,
4 Recipients aceept the idea that aid money is sometimes wasted,
5 Aid can reduce poverty only when economic management in a country is good.

Find out about an organization involved in a particular development project and make a
presentation or write a report about it.

Business Yocabulary in Use (advanced) 107



Sustainable development"""E-TSPROTALK.com
Climate change

108

Scientists point to the dangers of climate change, in particular global warming. This is the
rise in temperatures in the atmosphere and the sea caused by emissions of carbon dioxide
and other greenhouse gases {rom the burning of hydrocarbon or fossil fuels such as oil
and coal. Some say that the earth cannot sustain much further industrialization.

The Kyoto protocol of 1997 was designed ro pur the United Nations climate change
convention into effect. This originally aimed to cut emissions to five per cent below 1990
levels by 2010, Some businesses complain that these targets will increase their cosrs, bur
see section C below.

Sustainability

Sustainability is the idea that the economy should be organized in ways that can be continued
without causing irreversible damage to the environment or depletion of natural resources.
Businesses should be run not for short-term profit, but in a way thart takes account of the long-
term interests of society and the environment. (See also Units 43 and 43)

Developing countries are trying to attain the living standards of the industrialized world, Some
warn that, in addition to the dangers of global warming, the world’s natural resources are not
sulficient for this.

Others argue thart renewable, non-polluting energy sources such as wind power will allow
further economic growth withour causing damage ro the environment. Some arguce that nuclear
energy still has a role to play.

These are some of the issues surrounding sustainable development in the global economy.

The triple bottom line

SustamAbility', a consultancy, says that the triple bottom line (TBL) makes corporations
concentrate not just on the cconomic value they add, but also on the environmental and
social value they add - and destroy. (See Unit 42) The TBL is used to sum up the values,
issues and processes that companies must pay attention to in order to minimize any harm
resulting from their activities and to create economic, social and environmental value. The
three lines represent society, the economy and the environment. Socicty depends on the
economy — and the cconomy depends on the global ecosysteny, whose health represents
the ultimate bottom line.

T wwwisustainability.com
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Complete the article, which contains words from .\ and B opposite, with a—c below.

Energy’s future is trapped in the fossil fuel past {

In his State of the Union address, President George W.
Bush proposed a $1.5bn (£900m) government rescarch
and development programme Lo replace the internal
combustion cngine with hydrogen-powered [uel cell
cars. (1)
Ta be sure, the shift to fuel cells and a hydrogen
economy will be as signilicant and far-reaching in its
impact on the global economy and society as the steam
engine and coal in the 19th century and the swilch to the
internal combustion engine and oil in the 20th century.
(20 ..
Most commercial h)drcgen today 15 extracted from
natural gas but it can also be extracted from coal and oil.
n the nuc industry has weighed in, arguing that
nuclear power can be used to extract hydrogen

The Wlnte House's enthusiasim for h;d]ogeu suudeuly
hecomes understandable. (3) ...

There however. another way to get hydrog
Renewable sources of energy — wind, pholovoltaie,
hydrogen, geothermal and biemiss - can be hamessed 10

produce electricily and that electricity, in tun, can be
used 1o electrolyse water, separating the hydrogen from
the oxygen for storage and laer use in s fuel cell
(4) .. . Why twice? Because electricity
generated from renewable sources of energy cannot be
effectively stored. If the sun is not shining, the wind
stops hlowing, or water swops flowing hecause of
drought, electncily stops being produced and the
economy stops, |5

financial Times

B

©

By using some of the electricity generated by renewables to electrolyse water and extract
hydrogen, society obtains stored energy to use at a future date.

Hydrogen is the lightest, most plentiful element in the universe. When it 1s used to generate
power, heat and light, the only by-products are water and heat. But what Mr Bush did not
mention was that hydrogen has to be extracted from either fossil fuels or water.

o

-

It fossil fuels and even nuclear power can be harnessed to produce hvdrogen, the Bush

administration can have its cake and ear 1t too.

d While some applauded his call to create a clean, non-polluting energy source for the 21st
century, many environmentalists were less enthusiastic. That is because there is both more and
less to his announcement than meets the eve.

e While this second approach frees us from fossil fuel dependency and is the solution

environmentalists have dreamt of for years, it currently costs more to extract hydrogen with

renewahle energy. That is because clectricity has to be generated rwice, first 1o create the
electricity to electrolyse the water and grab and store the hvdrogen and then to use the
hydrogen to power the fuel cell

Look at the following key words from the arricle and find words which can go befare or afrer
them to form ‘word combinations”. Twe of them have been done for vou as examples.

1 generate. 5 electricity

S - . Ap— /—7-‘\<
@:ncmtc 7l harness

3 i AT L_J/\

4 .. 8.

Are you oplimistic or pessimistic about the capacity of the planet for future growth?
Why [ Why not?
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Answer key

rewarding, stimulatng
client contact

get ot

hands-on

No two days are the same
Originality, creativicy

[= T, ISR R

www.l[ELTSPROTALK.com

1 working on my own
2 purting ideas into pracrice
3 admin, paperwork
4 team work
5 snowed under
6 sense of achievement
7 bureaucracy, red rape
verb Noun Adjective
nd de'mand | de'manding
| 'motivate maoti'vation | 'motivating, 'morivared
| ‘recognize recog ninon | 'recognizable
1
| “satisfy | satis'faction | 'sarisfying, 'satisfied

1 She encourages us to use our inidarive.

2 Morale her

very good. We feel really mo

cated to work towards the company’s goals.

3 We have a real sense of responsibility.
4 We have a real sense of satisfacrion in our work.

1 false 3 talse
2 rtrue 4 true

T Theory X
2 Theory Y
3 Theory Y

1 salary
2 supervision
3 peer relationships

1 the work iself
2 recognirion
3 responsibility

5 talse

S

Theory X
Theory Y
Theory X

@ w»

o~

policy
waorking conditions
security

@ w;

s

achievement
advancement
6 personal growth

o

1o

Adjective
"delegate delegation ‘delegared
em'power em'powerment em'powering,
| | | em'powered

Business Vacabulary in Use (advanced)
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1

2

5.2

= |
www.l[ELTSPROTALK.com

p W e
[PTrRTo[FIETss o]
R R

lifelong learning, current trends

career move

functions .
consultancy services

freelancers/freelances

wn-house

Do AW N =

job sharing
part-time work
temporary work

W -

Nigel: [know whar you mean. T don’t have the opportunity to hire and fire people as [
want! This sort of inflexibility must be bad for the job marker. Unemployment in this
country is very high.
Melinda: It’s a nightmare! If vou do want to get rid of peaple. you have to give them three
months” notice.
Nigel: Yes, and you should see the social charges T have to pay for each of my employees just
so they can get sick pay, and so on.

Melinda: We should move to Nordland, where they have a flexible job market. The level of job
creation there is incredible. Sudonia should copy Nordland.

Nigel: [agree, bur it never will, unul it’s too late!

1 true 3 false 5 true 7 true
2 true 4 true 6 false
1 stress 2 stress-related 3 stressful 4 stressed 5 stressful

heavy workloads, lack of management support

1d, 2a, 3b, 4¢
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7.4

7.2

73

8.1

3.2
9.1
9.2

g3

10.1

10.2

rue 3 tfalse
rue 4 false

o

1 critical

2 expertise

3 human performance

4 intellectual property

5 rtalent, attracting, retaining
6 ralented individuals

creatives — 1, 3, 5, 6

suits — 2, 4
1 false 3 false
2 true 4 true

1c. 2d, 3c. 4b, 5a. 6b, 7c, 8a, 9¢, 10d

1a. 2b, 3b, 4h, 5a, 6a

people management
social skills

www.l[ELTSPROTALK.com

5 talse 7 truc
6 true

5 frue 7 true
6 false 8 false

self-awareness, intrapersonal, interpersonal

1

&

3

4 self-regulation
5 emparhy

6 cmoarnonal inrelligence, EQ

1b, 2e, 3a, 4f, 5¢, 6d

1 conformity to specification
2 quality management

3 quality system

4 customer satisfaction

5 fitness of the design

Verb
| con'form con'formity, con'formist
| de'light " de'light

¢'liminare

- e'limination

ex'pect | ex'pectation, ‘expectancy
fit | fir, 'fitness
'satisfy | sati'sfaction

| "specify

‘tolerate

| 'tolerance

vary

1 (customer) satisfaction
2 (customer) delight
3 conformity to specification

Business Vocobulary in Use (advanced)
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4 elimination of variation
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Adjective(s)

ap'ply f p'plicable
‘standardize ‘standard/standardiz'ation | “standardized J
1 certification, certified
2 application
3 standardized
11.2 1, 2a, 3b, 4g, 5¢, 6d, 7e
12.1 [k R FL]
[a] [aluTaTelr]T]¥Te] |aTcL]E]S]
! }i G 4]
z [ H N
e IM[PJo[w[E[R|M[E[N]T] ’E
Wl [ep o 7]
o| [o] |v F[L[o]w]
[EIn{clrle[mlE N]T AL D]
e[ [a] [ T
5 E| |E] M B[]
s, [E] [E] [M] [B]a[T[cH
5] [c] [m T
Tlo[T]|A[L T
BRE 0
RIE[W]O]R]K]I[N[G]
12.2 1 employee participation
2 have a voice |
3 right first time
4 flow production
13.1  1b, 2a, 3d, 4¢, 5b, 6d, 7c, 8a
13.2 1c 2e,3b, 44,56, 7d
14,1 1 re-engincering 4 radical \I
2 fundamental 5 delayering I
3 dramatic 6 job losses
14.2  1f 2b, 3d, 4¢, 5a, 6e
15.1 1 performance, benchmark
7 veverse engineering
3 benchmarking, best practices
4 competitive benchmarking
5 Functional benchmarking
15.2 1 yes 3 no 5 ves 7 no 9 ves

2 yes 4 no 6 no 8 no
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16.1 1 straregic move 3 resource allocation
2 resources, planning 4 strategies

16.2  1b, 2¢, 3e, 4a, 5f
17.1  low-key - it’s the only adjeetive indicating a low level of competition

17.2 1b.2d, 3a, 4c

17.3 1 threar 4 position
2 advanragefedge 5 pressure
3 prices 6 strategy
18.1 1 industry competitors 4 buyers
2 entrant 5 supphers
3 substitute
18.2 Strengths Weaknesses Opportunities Threats
Good locations | Improve staff | Internet booking Economic slowdown |
training increasing — travel cut back
Big enough to High staff rurnover More exortic places | Online travel
negotiate very —we are planning | companies already
good prices to offer these | established
destinations I
18.3 1 focus 2 cost leadership 3 differentiation
19.1 [¢
o]
I B[
c ' e
EIN[T|R]Y] al el
nl A U] (A ]
T [e] I f
R M| foliTVel[s|[T[M[En]T
a e el [ ]
1] [In[Tele[r[alT]ITO[N] [A]
£ T T | |
o] €] 2 Y
2 el (] [H] MW[ie[w
1 A A vV
(clo[n]G|L[o[M]E[R]ATT]E
7] E
19.2 1 strategic acquisitions 4 unwieldy conglomerate
2 acquisitions/takeovers 5 profitability
3 subsidiaries 6 entrants
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20,1 b, 2d, 3¢, 4a

20.2 1 pioneer 3 poneers
2 first mover advantage 4 follower
20.3 1 dropped out 3 dominare
2 shakeout and consolidation 4 mature
21.1 envirenment

1

2 futurclogists/futurists

3 the Delphi method, panel (of experts), a consensus
4 forecasts

5 futuwrology

6 scenario planning

21.2 ¢ 2a,3b

22.1 1 price 3 promotion 5 promotion
2 product 4 place 6 promorion
22.2 1 customer solution 4 customer cost
2 convenience 5 customer solution
3 communication 6 communication
22.3 1 false 3 true 5 lalse
2 true 4 false

23.1 b, 2a, 3d, 4¢, 5f, 6¢

23.2 ¢, 2b,3a,4d
Sentence 1 sums up the article better.

24.1 1 till records 4 log
2 anonymous 5 released
3 spending 6 hehaviour

24.2 14, 2a, 3b, 4c

25.1 1 segmentation, segments
2 target group
3 ACORN, social class, demographic scgmentation
4 behavioural segmentation
5 target groups

25.2  2a,3b, 4f, 5d, 6e

26.1 1 brands 3 promise 5 branding
7 posinoning 4 cquity
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26.2

26.3

26.4

27.1

272
2841

28.2
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face-to-face, remore, house calls, personable
trust, touch, promise
damaged, disappointed

W

house calls
telephone/Internet
Brand equity is lost and brand promise is broken.

hang up their hars
mirrors a move
another nail in the coffin

= R R

brand positioning
brand extension, brand stretching
brand dilution

(XS]

joint venture, joint venture

indirect export, agents

direct investment, direct investment

licensing agreement, licensing agreement, under licence, joint venture
export manager, agent, direct export, export manager

nan o n

Order: b, d, a, ¢, e

1b, 23, 3b
O/ (AW
c] | 0 ' H [ 1]
Frluli[rlplele[n]elraltifoln] [Rr]
L [s] el N ] [e
[F] [o] ] [ [ [
N F el e
[lolclalclalalelalnlelriwlolalk]s
1] W [ [ [s)
e D A
 [falnTe i wTE]ls Ic|
™M [n D |c |
tlomlp[ult]in]e[rlofwle(r] [g]
o] v s
Ir] [blofWw[n[ilolalofrli|L]e]s
LE ] N ¢
5] F| [Mole[1]L]E
L] 5]
[
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29.1

29.2

29.3

30.1
30.2

32.2

Hackers
denial of service amack
{trewalls / anti-virus programs

wor

Surveillance

human rights law
surveillance

law enforcement agencies
privacy

Law enforcement agencies

@t BN

untenable

raft of micasures
stockpile
submission

oW o

1¢, 2d, 3b, 4e, 5, Ga

4 encryption
S cybererime
& viruses

5 climare change
& strike a bewrer balance
7 exempt from

1 clicks-and-mortac

2 bricks-and-mortar outlets, pure e-tailing

3 infrastructure, e-fulfilment

4 private exchange

5 public exchange

6 reverse auction

7 e-marketplace { trading hub / trading platform

1 metamorphaosls 7 assess

2 disparate 8 platform

3 disseminate 9 contexe, shelf life
4 gather 10 accomplish
5 phenomenon 1 deluge

6 access, tap into

1 pirate sites 4 creators

2 Royaltics 5 copyright

3 intellectual property 6 fle

opponent — 2
supporter — 1

1e, 2d. 3t, 4h, 5¢, 6a

Busirress Vacabulary in Use (advanced)
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Jcfclofu

33.1 [g] 7

[a] FIN[TE[R[1 ™[5 ]
[ o W ]
[a] [R] Lo nlan]eTifalt]
N [E | R R |
e [a[s[H]F[LToTw]s[T[ATT[EMIEN]T
el [u [A] H E‘
5] [0 M [ [Lekm [F]
W e e B
[e] [s] Pl o[n| L D
£l  [Bloln[o[r[o]t]p]E[R]S]
7] R [e] |5 R
o TlE[R[E[S]T] [5]

s -

N

h

'finance

"finances
'financing

Noun ~ person/organization

fi'nancier

lend

loan
"lending

lender

1 financier

2 finance/financing
3 finances

34.1  exceptional items

interest pavable

operating profit

P& L account

reporting period

retained earnings

selling and general expenses

1 true 3 true
2 false 4 false

34.2

reporting periods
operating profit

retamned carnings
exceptional items

bW N —

5 false

35.1

[Casn

11,000

Securities

6.000

Stocks

3,500

Debtors

7,500

Total current assets |

Building

94,000

Land

31,000

Equipment and machinery

9,000

Total fixed assets (book value) |

134,000

Goadwill

45,000 |

| Total intangible |

15,000 |

TOTAL ASSETS |

&

118
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36.1

36.2

37.1

38.1
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1 true 3 false
2 false 4 false
E =B
 Creditors 6,000
Overdraft 2,000
Interest payable 3.500
Tax payable 5000
Total current liabilities 16,500
Bank loan repayable in 3 years 20,000
| Bongs repayable in 7 years 30,000
Total long-term liabilities 50,000
Share capital - 100,000
Retained earmings 10,500
Shareholders' funds 110,500
TOTAL LIABILITIES PLUS 177,000 |
SHAREHOLDERS' FUNDS i
1 false 3 true 5 false
2 false 4 true 6 false
O
Operating | Met cashflow from operations | 550,000
activities |
Investment | purchases of securities (50,000)
activities
maoney received from sales of shares 30,000
in other companies
loans made to borrowers {35,000)
loans repaid and loan interest paid 5,000
by borrowers
purchases of land, buildings and {490,000)
equipment
sales of land. buildings and equipmeant 250,000
Net cashflow from investment (290,000)
activities |
Financing | money received through short-term 220,000
activities barrowing
| money repaid in short-term borrowing (180,000}
money received through issuing new £00,000
shares in the company
maney received through issuing new 660,000
bonds in the company
dividends paid to sharsholders {53,000)
Net cashflow from financing 1,447,000
activities
NET CASH POSITION AT YEAR END 1,707,000 | [=|
%

th, 2d, 34, 4¢

Business Vocabulary in Use {odvonced)
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38.2 1/

38.3
39.1

39.3

40.1
40.2

120

Year 1 Year 2 Year 3

Operating proft £120000 | £240000 | £80.000
[interest paig £60.000 £50,000 £60.000 |
[ Pro tax profit 060000 |  €180000 | 30,000 |
} Leverage 50% 25% GM
Interest cover 2 4 15 ‘
| Retum on equity ROE) 30% 0% 15% |

They say that it is overleveraged.

Paragon
Earnings £6,000,000 | 6,000,000
| Retained earnings € 3,500,000 €5,000,000
[ Distributed earnings I €2,500,000 | €1,000,000
Number of shares outstanding | 10,000,000 5,000,000
Current share price £5.00 £6.00
‘ Dividend per share 25 cents 20 cents
| ield [ 5% [ 333%
| EPS 60 cents €1.20
PE ratio ' 8.33 5
1 Paragon 3 Quasar
2 Paragon 4 Quasar’s
1 maximize sharcholder value 4 return on investment
2 divestment 5 acqusitions

3 strategic decision

apidob;ce

1 clean bill of health 5 vigilence

2 robust 6 lapses

3 corporate collapse 7 cosy

4 shirk 8 conflict of mterest

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 CSR 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

Business Vocabulary in Use {advanced)



42.2
42.3

43.1

43.2
433

449

N
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1 bribes 3 transparency
2 community 4 cthics

1 stakeholder theory

2 social reporting, public relations exercise
3 stakeholders

4 social audirs

1b, 2a, 3d, 4¢

1 swearshop labour

2 working conditions

3 child labour

4 health and safety record

5 labour standards

& labour abuse f labour exploitation

Adjective

dis'charge | 'discharge

| di'spose (of) di'sposal

en'vironment environ'mental

in‘cinerator
| nciner'ation
po'llute po'llurion po'lluted
po'llutant
recycle re'cycling re'cvelable

ncinerate

re' |

S !

o' xicity | 'toxic |
'TOXIn |

1¢, 2a, 3b, 4de, 5d

1 logging, deforestation

2 overtishing, depleted

3 susrainable, natural resources
4 greewwash

5 encrgy sources

Artcle § ~a,d. f,p
Article 2 - b, ¢, e, h

Te, 2b, 3¢, 4a, 5d

Business Vocabulary in Use {advanced)
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46.1

46.2

47.1
47.2
47.3
48.1

48.2

49.1
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. m
] a
N| U v ]
v nTe]s]Ta[n[olalr[n]s] [E
[E] (R S| Jul [a IL]
5| ol Ll sl Ll ol
15| 5] EcH I i o [P]
M 's [s N| |R u ]
T Inclofmlelo] I s|T]RIr[Bu]T 1 ]o]N
D U 0 | A P G
ol [7] M| la] [C] [N [c]
0 ® [ =0 B [
[£] 5 7] [ [v]
T 5 E N
[E]cfo[nJom]i]e]s]| [e[ofr] [N]oJR|T|H
G R
_ Y]
1 shipping costs
2 telecommunicarions (and compuring)
3 trade liberalization
4 free movement of capital
a,e,¢b,d
1b, 2g, 3d, 41, 5f. 6e. 7a. Bc, 9, 10h
1¢, 2d, 3¢, 4a, 5¢, 6b
1 trade barriers, free rade 3 apening up 5 dumping. quortas
2 rariffs 4 protectionism

a,i,c,g b,e,d b f

1 famines

2 crop failure

3 emergency relief, humanitarian aid
4 seed money, viable

5 natural disasters

6 intermediare technology

Business Vocabulary in Use (advanced)
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49,2 2 true - effecrive labbying by pressurc groups
3 true — donors and recipients have tended to hijack the debate for their own purposes
4 talse — Recipients tend to bristle ar the idea that they waste aid money

5 true - aid can be effecrive in reducing poverty, but only when given to countries with sound
economic management

50.1 1d, 2b, 3¢, 4¢, Ba

50.2 2 produce 6 power 9 rencwable sources of energy
3 store 7 hear 10 fossil fucls
4 create 8 lighr 11 nuclear power

Business Vocabulary in Use (advanced) 123
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The mumbers in the index are Unit smbers wot page mambers,

Acronyms are pronounced as individual letters where no pronunciation is shown. {For example: ACORN)

A classificarion of residential
neighbourhoods (ACORN)
/ /23

e

acces: ksesi 28

accountability /3, kaonta'bilati/
41

accounting irregularitics
fa'kauntin 1,regja leratiz!
40

accruals principle /ak 'ruialz
Jprintsapl’ 34

accuracy [wkjarasi/ 2

achievement /'t [izvmant/ 3

acquisitions /L akwi'zifanz 19
39

acquisitive /a'kwizitiv; 19

Action "zk[™n/ 13

acrivities /ek'uvatiz/ 25

adapt /a'deept/ 27

added value /iedid 'valjuy 18

admin /wdmmy 1

advanced economies
fod vazntst 1'konamiz 46

advancement /ad'vamntsmant/
3

agents /erdz’nis/ 2

aid agencies /'eid ¢
49

alternative energy sources

=1

T

fotltsinativ ‘enadsi soisiz/
43

amortization fa,mati'zel[*n/
35

amortized ‘a'matarzd/ 35

annual report /enjual ri'pazt/
33

anticipare f&n‘tisipeit/ 21

anti-virus programs / &nti
'vanaras 'pravgriemz’ 29

applications / &pl'ker["nz/ 2

apply for fa'plar fau 11

Asian tigers [ e13°n 'luigas’ 46

assembly line /a'sembli lam/
12

assets Swsets! 16, 35

attack a marker 16

attracting people 7

attractive /a'trekuv! 19, 20

audic Mot/ 40

auditor rotation / s:dita
rau'terf™n’ 40

%

auditors Mouditaz’ 40
authoritarian /, 2:0or1'tearion/
2

'tonami/ 6

auronomy

Business Yocabulary in Use (advanced)

balance sheet baclants fiit/
33,35

bank loans 36
(begk launz

batches /bt frzd 12

behavioural segmentation
/bi hervjaral segmen ter[
25

henchmark /'hent [mazk/ 15

benchmarking /'bent fmazkin:
16

benchmarking exercise
/bent[mazkig eksasarz’ 15

best practice / hest ‘prackiss
16

best pracrices / best 'preektisizf
31

blocs /bloks: 8

beoard of directors / bazd av
di'rekiag 44

bonds 36
‘bondz

hond markers “bond mazkirs/
33

bondholders /'bond  havldaz
33

bonds /bondz’ 33

boundary baundri’ 6

brand awareness | briend
a'weanas! 26

brand dilution / bricnd
dar'luz[*n/ 26

brand equity /,briend 'ekwiti/
26

brand extension / braend
k'stent['n/ 26

brand familiarity / brend
fa,militeratii 26

brand image / briend ‘imids’
26

brand positioning ¢, bracnd
pa'alnime 26

brand preference / briend
‘prefrns! 26

brand promise / briend
‘promis/ 26

hrand recognirion ¢ brend
rekag'ni[*n’ 26

brand strecching 7 brasnd
stretfin/ 26

brand(s} brend’ 26, 35

branding /'brendin’ 26

breakdown bretkdaon’ 6

bribes /braibz’ 41

bricks-and-maortar ouders 30
briks an 'ma:lo actlats/
bring a produer to marker 20

broadband /brasdbend: 28

burcaucracy ‘bjua'rokrasi’ 1

bureaucratic / bjoarau'krietik!
20

burn-out /'bain avt’ 6

business continuity / biznis
Konti'njuzati’ 21

business process re-engineering
(BPR) 14

Business results "hiznis
rizalts/ 13, 14

business to business (B2B}
tbiznis ta ‘iznis! 30

business unit biznts jusnit
17

bhusiness-ro-consumer (B2C)
fbizms ta kan'sjurmal 30

Buyers ['baraz/ 18

capital Mkapit’l 47

capital controls | kazpit’]
kan'travlz! 47

carbon dioxide / ku:b™n
dar'nksaid’ 50

;arcinogenic / kasinan'c
43

career move ‘ka'ria m

cash /ke[/ 35

cash inflows / ke[ 'inflavz/ 37

cash outflows | ke[ ‘autflaoz

3
cashflow statement ke flau
stertmant! 33, 37
certification /sxt ke Pod 11

chained to a desk 1

chairman/chairwoman
tfesman/ " fea,wuman’ 44

charge /tfu:d3’ 33

chief executive /1 ficf
1g9'zekjatrv/ 44

chief knowledge officer /1[i:f
‘nolidz pfisal 31

child lahour / tfaild Nethal 42

churn Afmns 23

<ivil hberties {51971 ibaniz/ 29

clicks-and-mortar / kltks an
maty 30

client contacr !, kliant
kontekt! 1

climare change /
JAeinds 50

codes of conduct / kaudz av
‘kondakt/ 41

mat




codes of ethics [ kaudz av
‘ebitks/ 41
commitment (k>
14
commodities ‘ka'modatiz/ 48
CoOmMmMOon purposc ",knmnn
"p3ipos)
communicarion
ka,mjuznt ke [*n
community /ko'mjuinati/ 41
company intranet /,kKampani
‘intranet/ 31

mitmont/ 13,

compensation / kompan'ser["n/
44
competencies /' knmpit 'ntsiz
31
competing bids kam, piztig
“hidzi 17
competing offerings
fkam piztip 'offrinzd 17
competing products
kam pirtn 'prodakis/ 17
competing suppliers
Jkam pittig sa'plaae’ 17
competing technologies
‘kom,piztin tek'noladziz/ 17
competitive /kam'petitiv/ 17
competitive advantage/edge 17
competitive benchmarking
‘kam,perrtv thent fmazkig/
15
competitive forces ‘kam, petity
faisiz 18
comperitive position
‘kam,petitv pa'zifn/ 17
competitive pressurc
leam petitiy ‘prefal 17
competitive prices (Kam petitiv
‘pransizt 17
competitive product
/kam petitiv 'prodakt! 17
competitive straregy
tkam,peritsv ‘streetadsil 1
competitive threat /Kam petitrv
Bret! 17
completer ‘kam'pliztal §
computer chip ‘kam'pjusta
[Afipl 28
compuring /kam'pjuitin’ 46
computimg power [kom' pjutig
paval 28
concentrate on /Konts"ntret
on/ 19
ncentrated 'konts’ntreitid/
19
confidentiality
fkonfident [i'wlati

24,29

conflict of inrerests / knnflikt
ov 'mtrosts! 40

conformiry 1o specification
/Ko [aimati ta
sspesifikerf®n/ 10

conglomerate Jkon
19

conservative ‘kan'savanv/ 2

nmrat

consolidation /
3
consule fkan'sally 3
consulrancy services
an'sale'ntsi sawvisiz! 4
consultant /kan'salt'nt 4
consultation /,kons®'te1[*ns 2,
5
consumer behaviour
Jkan sjurme bihervial 24
consumer profiles /kan,sjuima
pravlanz 24
contaimerization
Mkantenrar'zel[n’ 46
content /'kontent/ 32, 43
content providers Mkontent
prou vaudaz! 32
contingeney plans
‘kan'tinds®nrsi plenzd 21
continuous improvement
‘Kan tinjuas im'pruzvmant’
11,12
contraversial produers
JKontrea v 7 'prodakis: 7
convenience ‘kan'virniants/ 22
converrible /Kan‘vaitabll 47
co-ordinator /kav' sidinernta’ §
copyright holders 32
Kopirat, havldoz

kan,sodi'der[*n

copyright protection 'kopirait
pratek P 32

copyright theft "kopirait Ueft/
32

core business /K31 ‘brznis’ 19

core comperencies / Koz
‘kompit®ntsiz’ 18

core comperents / k
kompitants/

core funcrions /|
4

corporate citizens / kaipTrat
'siiz'nzl 41

corporate collapses /
ka'tepsiz/ 40

COrparate governance
fkaip®rat 'gavinants/ 44, 435

corporare social responsibilicy
(CSR) 41

corporate sustamability
fkaipTrat sy stema’halati

: 'Tapk/ nz/

prat

Business Vocabulary in Use (advanced)
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corporare venturing /|
vent [Prig/ 20

corporation tax / kapTr'er[
Jtaeks! 34

corrupt ka'rapt! 41

cost leadership / kpst 'liwdaip
18

cost of goods sold [COGS) 34

create (kri'eil! 26

creatives / kri'eitive’ 7

creativity / krizer'tivatic 1

creators (kri'eitaz! 32

creditars f'kreduraz 36

crises Mkrarsiza/ 21

crisis management plang
/kranses 'manidzmant
plaenzi 21

criteria /krar'tiariaf 11

critical fknuk®l 7

crop failure krop feiljal 49

cross-border capital How
{ kros barda kepit™ flavz/
47

erystal ball / krist®l 'bazlf 21

current assets | Kar'nt ‘esers
35

cuarrent liabilities / kar'nt
Jlara'bilatiz’ 36

current rrends / kar’nt 'trendz
4
customer allegiance / kastamo

customer loyalty / kastomo
Taralti/ 23

Customer and Product
Jkastama an 'prodaki/ 45

customer approval / kastama
a'prumv’ly 10

customner base | Kastama'bes/
23

customer cost / kastama'kost
22

customer defection / Kastama
di'fekf™ns 23

customer delight /kastama
dr'laits 10, 23

customer dissatisfaction
L kastama dis setis'fue
23

customer expectations
 kastoma ekspek'teif"nz
10

customer focus [ kastama
‘faukas/ 22

customer loyalty / kastama
'laraltif 23

customer orientation / kastama
swien'te’n/ 22

125



agement ((.R\rl!
kastama ri'le ™ ip
nidzmant/ 24

! kastama

ma

customer retention
ri'tentn/ 23

customer satisfaction
Kastama s TekPni 2
14,23

customer solution / kastama
sa'lusf™ns 22

cut-throat competition / kat
Hraot kompa'tiPn/ 17

cybercnime satbokraim/ 29

deita

data management
mandzmant/ 24

dara prorecrion / deita
pra‘tekPn/ 24

data warchouses /,deita
‘weahaaiz! 24

database /'dertobers/ 24

data-mining |
24

debt burden /'det | ba:d™n/ 47

debr forgiveness £ det
fa'givnas/ 47

debr reduction / det ri'dak [P/
4

debt relief idet it/ 47

debrt rescheduling / det
it fedjuilin/ 47

debr restrucruring 7 det
rit'strakefTrins 47

dcht service 'det |

debtors f'detoz 35

defects Mditfekess 12

detects per million 15

defend a marker 16

deforestation / diz fori'ster[*n
43

delayering /diz'lerorig’ 14

delegate Mdeligent

derta 'maming/

3

Delphi method delfar metiad!

21
demanding ‘di'mamdin/
demographic segmentarion
demoau graefik
segmen'tenf*nd 25
denial of service attack 29
deplered /d 1! 43
depletion /di'pliz/™n’ 30
depreciated /dr'prizfieitid’ 33
depreciation /i, prizfitei"n/
34, 35,47
de-sress /diz'stres’ &
devaluation 7 dizvelju'er["n/
47
developing countries
dr'velapin kantriz/ 46

126 Business Vocabulary in Use (advonced)

development aid (di'velapmant
weid’ 49

development process
' velapmant  prauses’ 20

development projects
‘drvelspmant prod
49

ks

differentiare / dil™rent fiet) 25

differentiation
diffrentfi'er[™n/ 18, 26

digital rights management
L3 et
smeenidzmant’ 32

digital watermarks /,didzit”]
‘wartamacks’ 32

digitised Cdidzianzd’ 32

direct exporr /di rekt 'ckspast/
27

dircet mvestment Jdirekt
n'vestmant/ 27

disband / dis'band! 7

discharge /'dis't faxds/ 43

dismantle trade barriers 48

dispose of /di'spavz pv/ 3, 43

dissarisfacrion
L s sets'fek [T 3

distribured /di'stribjutid’ 39

distribution channels
Jdstrihjus o tfanflzl 22

divested ‘dar'vesud” 19

divestment /dar’vestmant/ 19,
39

dividend payouts /'dividend

peiants’ 39

du u}uldm per share 34,39

dividends fdrvidendzs 33, 34,
36

documented agreements
/dokjamentid a'grizmants
11

dominate /'domineits 3

dominate a market 16

donor countrics /datna
kantriz/ 49

dotcom frenzy
‘frenzil 30

Dow Jones Sustainability
indexes (DJST World, DJST
Stoxx] 45

download files
farlz’ 28

Jdotkom

daunlaud

downloading / daon‘laudm 32

downshifing “daonfiftin/ 6
dramanc ‘dra‘mactik’ 14
drop out / drop 'aot’ 20
dumping 'damprn; 43, 48
carnings /a7’ 34, 39

earnings per share (EPS) 34, 39

e-commerce / ir'knmais’ 30

www.l[ELTSPROTALK.com

economic development
ikanomik ditvelopmant,

49

ceonomic growth (ko nomik
grall 5

£CONOMIC OUTPUT a,nomik
laulpul’ 46

economic value /izka nomik
vackjuil 50
effluent "clluant) 43
cffort-reward imbalance / efat
r1wand i'baelantst 6
EFQM Excellence Model 13
e-fulhilment iz ful, [mnam 30
clectronic ¢ elek'trontks
,eiekjrnm}.

clectronic trail
tretl! 29
elimination of variation 10
c-marketplaces
Aidmaskat, pleisiz’ 30
emergency relief /1, m3dz ntsi
rili:fy 49
emerging industey 1, mard3im
Yindastri 20
emissions /1'mif"nz 50
Emotional intelligence (EQ)
fymauPalin'tehidznes: 9
empathy /'empati/ 9
employable fim'plaabl’ 4
employee participation
fim platiz paz tist'perPnd 12
cmpowerment "iﬂiIFZEUJIIIJIll“
3,12
Enablers /i'neiblaz/ 13
encrypted ‘in'kriptid/ 2
encryption /m'krip/*n/ 29, 32
endangered /in'demndzad’ 41
enhance /in'hamts’ 26
enrich the database 24
entrants (entrants/ 19
entrepreneurial
/,ontrapra'nuriall 20
entry harriers Cfentri bieriaz 3
environment /in' vaiarnmant/
18
environmental
finvarar®n'ment® 43, 50
environmental credentials
/m,vatar'n, ment’]
kri'dent [z 43
environmental degradation
m, vatar'n, ment”|
egratder['n/ 43



environmental devastation
i vararn,ment |
deva'sted["nd 43

cnvironmental lobhy
i varar n'ment 1 Inbil 43

environmental standards
S vatar'n ment?l
stiendadz’ 43

environmental pollution
ninvatar®nmentl pa luz o
43

environmentally damaging
‘g vator'n mentli
‘diemid3zig/ 43

¢-procurement

1pra kjuamant/ 30

establish a foothold/tochold in
a marker 16

established /1'steblift/ 17, 20

ethical behaviour / esz I
bitheivial 41

ethical investment fund / c8ik?l
m‘vestment fand’ 45

ethically managed companies
10kl mamidzd
'kampaniz/ 45

cthically responsible / etik’li
ri'spontsabll 41

ethics /'ebiks’ 41

Eurapean Economic Area
rFF )/ Jusrapizan

canomirk 'cortal 48

Evaluating outcomes
fvaljuertip 'avtkamez 13

evolve 1'volv/ 20

exceeded (ik'sizdid! 23

exceptional items (1K sepf™n’l
‘aitomz’ 34

exclusive agents Jks klumsiv
‘erdz’nts! 27

executive dirccrors 1g,zekjativ
di'rektaz! 44

executive remuneration

f1g,zekjativ ri,mjumn’r'er[*n/
44

expectation gap /ekspek'tei[™n
giep’ 40

expectations [ ekspek'ter|
4

expertise / ¢ksp

export n\ﬁm.u,:r /

miendzal
external factors fk'stam’]
Swktaz 18
fair trade / feo ‘trend: 48
FAIRTRADE Mark 48
Fairtrade Foundation 48
fall below farl br'laus 23
famine ('fiemin/ 49
far cats /Tt 'keets/ 44

ferocions competition
Ta,raufas kompa'ti[*n/

fierce compention / f1as
Kompa'tuPns 17

file sharing /'fail Jearm: 32

file swapping /fail swopim/ 32

Financial far'nznt[* 45

financial reparring /Tarnient [

! 33

Financial Reporting Council
(FRE) 40

financial resules /fan nant [7]

ri'zaliss 33

Financial Standards
Accounting Board (FSAB)
4

financial statements
Manant 71 'steritmants/ 33

financial year /farnant 71 ' j1a/
33

fmished poods 1St guds
35

firewalls "lwipwazls! 29

first mover advantage / [3:s1
(muva ad'vamtidy 20

fit iy 14

fit for ictheir) purpose 11

fitness of the design 2

fixed assers / fikst lwsets/ 33

tlagship brand flegfip
brand/ 26

flexible job marker / fleksihl
dzpb ma:ki/ 3

tlextble working / fleksthl
‘watkin §

flow production /flau
pradak®n’ 12

focus (Taukas: 18
focus groups /'favkas gruips
20

follower /'Tnlacal 20
forecasts /'farkuists/ 21
fareign exchange crises / forin
iks'tfemndz kraisizz: 47

forming /‘farmig/ 8
formulate strategy 16

fossil fuels [ps7 fjuralzs S0
foster creativicy 20

four Cs / f
four Ps / f

o 'pis?/ 22

fragmented Areg'mentidd 19

framewnrks (Treumw

free movement of capiral %

free trade / fri: 'treid/ 48

free trade areas / frit 'trend
carioz/ 4§
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free trade blocs / fri: ‘trerd
hlnks 48

Ireelance /'frizlants: 4

freelancer Mfrizlamisal 4

full report and accounts 33

funcuonal benchmarking
Fank "0l 'hent fmoskig!

fundamental | Tanda'mer '|'
14

futurist /Mjustforist/ 21

futurologise / fju:t [a'roladzist
21

fururology # Fjust[a'rofodsi’ 21

GDP (Gross Domestic Product)
sidizpi
{gravs, domestik'prodact/
46

GDP per capita 46

gearing “granmg/ 38

gemba /‘gembal 12

Geverally Accepted Accounting
Principles iGAADP) 40

generated by /'dzen’reitid baw

7

generic brand /dsa nerik
'brend/ 26

generous /'dien’ras 49

get into the industry 17

get on well with 1
et oo wel wrfi

give notice 3

global brand /,glaob?l "braend:
27

global economy 7,
i'konami’ 46

global ecosystem /,glaub’l
‘izkau sistam/ 50

glabal offerings / gloob?’l
‘nfrigzi 27

global warming
‘wormm/ 30

globalization /g
46

glocalization
lavkoalar'zerfan/ 27

glut jglat/ 48

GNI (Gross National Income)
46

GNP {Gross National Product)

alaub’l

glaoh’l

lakb?lai' zefnd

Jshien'piz
graus damestik'prodact 46
2o back ta the drawing board
14
good practice / gud 'priektis
13

goodwill /gudwilf 35

Governance and Stakeholder
43

green issues /'grimn 1fuzs’ 43

Business Vocabulary in Use (advanced)
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50

wash “grimwal/ 43

grauaz’ 48

owth /gravl) 39

guidelines /'gardlunz! 11

hackers /'hiekaz/ 29

handhelds “hazndheld

hands-on 1/ handz'nn

hard skills / hazd 'skalz/ 9

have a voice 12

health and satety record / held
an 'seifti rekodr 42

Heavily [ndebred Poor
Countries (HIPCs) 47

heavy workloads / hevi
‘warklaodz! 6

hicrarchy “hararaskis 3

high entry barriers ¢ hat 'entri
beriaz/ 19

highly geared /\hauli ‘giads 38

r28

highly leveraged / hatli
Taviridsd/ 38

high-yield shares / har 'jizle
Jeazi 39

hire and fire / huwia on 'fara’ 3

hit it off with 1/ hit 1t 'of wif

hogging knowledge 31

home-work balance/imbalance
6

homewaorkers “haom w
6

hotspot /'hotspot/ 28

household waste / haoshaold
weist) 43

Human /hjuiman/ 43

human performance / hju:moan
pa'farmonts

human rights law / hjuzman
rarts s 29

humanitarian
‘hjurmenm'‘tearion/ 2

humanitarian aid
‘hjusmaeni tearian'erd! 49

hydrocarbon / hardrau'ka:b’n
50

Hygiene factors /hardzim
Takiaz! 3

image /' i

Impact on society 13

implementer “tmplamenta’ 8

imposed nm'pavzd’ 2

incentives (in'sentivz 44

incinerarors /in'sinreitaz/ 43

income /ipkam/ 39

income distribution /
Jdistribjui[*n/ 46

income leverage / inkam

livnidz/ 38

kam

5

Business Vocabulary in Use (advanced)

mcome statement /'ipkam
steitmant/ 34

incremental improvements
{,inkra,ment?]
im'pruzvmants/ 12

independence ¢ 1ndi'pendants
6

indirect export / indrrekt
‘ekspott/ 27

industrial waste /in dastrial
veist! 43

industrialization
n,dastrislar'zer["n/ 46, 50

industrialized countries
fin'dastrioluzd kantriz/ 46

Industry competitors ¢ indastri
kom'petitoz’ 18

inflexibility /1n fleksa'bilati

inflows /inflavz’ 47

information overload
Lmfa,mer [ n auvilaod! 31

information technology (I
finfamer[*n tek 'nnlad:

infrastructure /Jmfrs strakt [a
30,49

infrastructure projects

fnfrasteakifa prodsekts)

=
=

afringing our copyright
house 7, in'haus/ 4, 19
innovation /ma'vesf"'n/ 20
innovarors (averiaz 20
mstability / msta'bilati’ 47
mstall /in'staily 29

i, tendzabl

intangible asset:
‘wsels! 35

integrity Ain'tegrati/ 41

intellecrual capiral
fant?lektjual 'kepir®l 31

intellecrual property
fantlektjual 'propatis A

mtense compention /i lents
kompa'taf

interdependence
fantadi'pendants: 46

interest /'intrast’ 33

interest cover /'intrast kava'
38

interest payable /intrast
‘perably 34

interest payments /intrast
Jpemants! 36

interim results (interims)
fmerim e, zalts! fintrimz
33

intermediate rechnology
{inta,mizdiat tek'noladsi/
49
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mternal benchmarking

Internartional Accounting
Standards (IAS) 40

International Manetary TFund
(IMEF} /arem'el!
fLinta e [Tn?] 'manit i
dand/ 47

Internarional Organisation of
Sccuritics Commissions
(1OSCO) 40

Internarional Qrganization for
Standardization (15O} 11

internet start-ups /intanct
staitaps/ 30

interpersonally [ mta'pas™nli
9

intrapersonal skills
fintrapais®n®l 'skilzd 9

intrapreneursli|
fantra,pra'nz:fip/ 20

invade a marker 16

investment ratios /n'vestmant

/38

Investors in People /in vestoz
i 'pipl/ 13

Investors in People Standard
in,vestaz i pizpl 'stiendad
13

involved /in'voivd’ 23

involvement /in'volvmont/ 23

irreversible damage
fary vatsabl 'demidss 50

IS0 9000 ¢ aies 20 nam
‘oavzand’ 11

1SO certification /,a1es 2u
smufr'ker®n/ 11

solated Cwisaleitid’ 6

/,d3nb kri'erf*n/

job creation

3

job for life / d3oh fa ! 4

job insecurity £ dznb
anst'kjuarati’ 3

job losses /'d3pb losizi 14

job protection / d3nh
pra‘tek['n/ §

job sharing /'dsob [earipd 5

joint venture / dzamt ‘vent [of
27

just in time {JIT) 12

ks I'karzen/ 12

keen competition [ K
KLompatu Pl 17

key players / kiz 'pletaz/ 17

knowhow Mnavhao/ 31




knowledge sharing /mohds
Jearig/ 31

Kvoro protacel 'kj'autao
.proutakoll 30

lahour abuse /leiha’ a,bjus
42

labour exploitation / leiba'
cksplas'ter["n/ 42

labour standards 7 leiba
‘stendadz’ 42

landflls Mlandlilz 43

landlines "lendlainz’ 28

law enforcement agencies "lo:
m farsmant erdz'nisiz/ 29

leadership /lisdafips 13, 14

lean production /'li:n
pradak/[ s 12

learning organization /'lsnin
Jig'narzer[nd 31

lenders /'lendaz’ 33

less-developed countries
(LDCs) 46

Jetting people go 3

leverage Mlev,aids,/ 38

liabilities / luia'hilatiz/ 36

liheralizarion / l1b™r"lar'ze1 ["n/
47

licensing /lus™ntsiy

licensing agreement /'lais*ntsin
a,grizmant; 27

Titelong learning / laif,Inn
‘laintn/ 4

lifestyles /'larfsrailzs 25

Living standards 1ivig
standadz’ 46, 50

loans /launz’ 33

logging Mpgim’ 43

long-term incerests / Ipy, Lo
intrasts/ 50

long-term liabilities / lop ta:m
Jaro'bilatiz/ 36

lost customer analysis / lost
“kastoma® o niclasisi 23

low entry barriers /o 'entri
Jbieriazs 19

low-key competition |/ lau kit
Jkompa'i°n/ 17

loyalty card “laiaiti ka:d/ 24

maintain /mem'tem 2p

make a contribution o socery 1

make or buy decision / meik 2

27,32

management hoard
fmaemdzmant baid! 44

management layers
Mmandzmant leiaz/ 14

management support
/m@nidzmant sa'pait/ &

market share /, muzkit 'feal 19,
35

market value / mazkit elju:
&

marketing mix / mazkitin
miks/ 22

Mmass customisation /,mas
Jkastomarscrfans 24

marternity leave /ma'tamati
lirvs 3

mature industry 3 /ma,tjua

indastr!

maximize sharcholder value 39

measurable objectives
fme3 rabl ab'dzekiive’ 11

MeeT expeetations /,mit
ekspek’ter["nz/ 23

merge /maidz’ 1Y

mergers and acquisitions
(M&A) / mzidz0z an
ekwi'zifanzd 3

middle income countries [ miudl
ipkam kantriz/ 46

Millennium Development
Goals 47

minor players /, mamna 'pleraz
17

misconduer /mr'skondakt’ 41

mussion statement “mifn
steimanty 16

mobile devices /,maubail
di'viusize 28

mobile internet /|, mauhail
mtanet! 3

madels modz 13

monitor evaluator /,monita’

vicluseital 8

Maore’s law “moiz I/ 28

morale /ma‘rail/ 2

motivation [ maotr'ver [’

mativator factors /'maotiveita
Sfwkiazs 3

mourning /'mamin’ §

narionalisation of assets 21

natural disasters / nict P17
dr'zamstaz’ 49

natural resources | naet [°
ri'zasizl 43, 50

need-to-know basis / nizd ta
nav 'bewsis 31

net cash posttion /et ke
pazi 38

net cashilow from financing
activiries 37

net cashflow from investment
acrivities 37

net cashilow from operations
37

new economy [ njus 'konami
30

new product development
nius ‘prodaki
di,velapmant! 20

newly industrialized countrics
[NIUs) 46

i 18

ne two days are the same |1

non-authoritarian

ori'tearian 9

niche m

non

non-core businesses / non 'k
brznisiz/ 19
non-dicratorial /,non
Jdikia'tomriali 9
non-execurive directors (non-
execs) /DN 1y, zek [Ty
di'rektaz/ /nonig'zeks’ 44
non-governmental
organizations (NGOs)
Jendsii'avz/ 49
non-polluting energy sources
fmonpa,luztin ‘enads
50
norming Mneamings 8
North American Free Trade
Arca (NAFTA) /nalta
! a,mertkan [ri: ‘treid
¢ 48

offerings

office politics /,pt1s 'polatiks/
3

old cconomy 'auld 1 kpnami
kU]

omit the dividend 34

one sigma 13 won'sigma
one-to-one marketing
Swanta wan 'muaskitin/ 24
online sellers / on lun ‘selaz’
30
open up their markets 48
operating profit /'opreitin
profic’ 34
opinions /a'pinjanz’ 25
opportulities /,0pa‘t junatiz’
18
originality /a,ridz n'alati/ 1
outcomes Mautkamz
outflows Havtflouz/
outlets Mavtlers/ 22
OULSOUFCE /a0EsaIs! 4
overdrafts (suvadraiis’ 36
overfishing /,a0va'fifiy 43
overlap /suvalzp! 6
overleveraged
Jauvaliivaridsd! 38
averload auvaud’ 29

AT
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overproduction
auvapra'dak/ ns 48

ed /auva'vieljuids 33

ounaz 'ekwiti/

owners” equity
36

panel of experts / p:
ckspuitsi 21

paperwork /perpaws

parcntal leave /pa rent’l

s
payoffs 'peinls’ 44
peer relationships /'pia
T3
People managemenr pizpl
Jmenidzmont/ 9, 13, 14
People satistaction / pizpl
st Tk ol 13
performance /pa‘'laimants/ 2
performing ‘pa‘famun/ §
personal digital assistans

(PDAs) 28
personal growth / puais'n?l
graofl/ 3

pioncers / paia‘miaz/ 20
pirate sites ‘palarat satts
place /plers/ 22
Planning /'plenig
plant ‘plaznr 8§
plaving politics / plery
‘polatiks/ 6
Palicy and strategy / polasi an
'siractadsi 13, 14
pollutants /pa‘luzt™nts/ 43
pollute /pa‘luzt! 43
polluted /pa‘lurnid/ 41
portfolio /,pa:t favlian 4
portfolio warkers / pact'faciliau
sweskaz! 4
position /pa‘zif®n’ 24
posirioning map /pa‘zi[*nin
map’ 26
positive feedback / posativ
Tidbak/ 3
Porential entrants ‘pau tent[7]
entrants’ 18
poverty reduction /' povati
ridak [ n/ 47, 49
preliminary results [prelims)
3 'prizlimz/pri hmin’ri
' zalts/

13, 16

pressure groups /'pre[a gruips/
49

pre-tax profit / pris, teks
'profit/ 34

130
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price/earnings ratio (PE ratio)
39

pricing /'praisin/ 22

principal “prinesspil 33

privacy /'privasi/ 24, 29

private direcr investment

q

private exchanges | prajvit
1ks't ferndziz’ 30

probity ‘praubati’ 41

process pravses’ 12

Processes /‘pravsesiz/ 13,14

producers ‘pra‘djuisaz 48

product /'prodakt/ 22

production line /pra‘dak[™n
lamn/ 12

professional developmenrt
ipraLefn’l di'velapmant/ 4,
31

profile "proutail’ 23

profit after tax 34

profit and loss account (P&L)
33,34

profit on ordinary activites
before tax 34

profitability / profita‘bilii
16,19

promotion {pra‘mau['nd 22

proportion /pra'pa:['n/ 43

prosperity /pros'perati/ 8

protect ‘pra‘ickls 26

proteet the environment 41

protectionism ‘pra‘tck | niz’m:
48

psychographic segmentarion
fsatkao,grefik
ssegmen'ter[*ns 23

psychographics
sarkau'‘graefiks) 25

public exchanges /,pablik
tks'tfeindzizs 30

public relacions disaster
pabhik i lei['nz di'zastal
21

public relations exercise
Lpabhik ri'lennz eksasarz
42

pure e-tailing / pjoa iz teilig
30

pure-play /'pjua pler 30

putting ideas into practice 1

qualificarions

circles “kwnlati sa:klz/

ity management / kwolati
‘mnidzmont: 10
quality of life / kwolati av “lail

6

praivit drrekt ' vestmant!

walifi ke ['nz
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quality system /"kwoloti
sistam/ 10

quarter ['kwozta/

questionnaires / kwest [a'neaz.
25

quotas {(kwoautaz’ 48

radical /'redik?l 14

mdm.z:u\uy freidisu@k tivaris
43

rappuort rep 1

raw matcrials / ra: ma'tiorialz/

33

35
reach a consensus 21
reattorestation

Jriza forr'sterf®ns 43
rebalaneing /riz'baelantsin: 6
reciplents ‘ti'sipionts’ 49
recognition / rekag'nif®n/ 1, 3

recyeling 7,
red tape ! red 'terp/ 1
redeemed against 24
redesign / rizdr'zam/ 14
redundancy payments
fi'dandantsi ,pamoants/ 3
redundant /ri'dandant/ 4,5
regulared /regjalend: 40
regulators 'regjaleitaz’ 40
regulatory requirements
Jgegialat’n ri'kwaramants,
11
reinvent the wheel 31
remuneration committee
rimjuin’r'en"n ka,miti/ 44
renewable energy sources
Ty njusabl 'enadsi satsie)
43.50
repatriare /ri
repeat business 11°piit bizms

viricel! 47

23
reporting period ri'pattin
Jproriadd 34

research and development
szt an di'velopmants 20

7 34,36

resource allocation 't
xla'keif*n/ 16

Resource investigator /11 7ot
n'vestigerta’ §

resource management /i z0is
menidzmant/ 11

‘zotstzf 13

reserves Tz

SHY

Resources /1

respond to changes 21

responsibility /r1,spontsa’bilati
2,3

Results rr'zalis/ 13

retained earnings /ritemd
‘miminz! 34, 36, 39




retaining people 7

return on assers (ROA) 38

return on equity (ROE) 38

TetoTn on investment (ROL) 39

reverse auction /r,vars 'ak [ nd
30

FEVEISE ENgINCening /T1,Vas

cndzi'niary’ 13
rewarded /r1'wordid’ 44
rewarding fr'wardig! 1

reworking / iz warkin/ 12

right first time (RFT) 12

rights raitsl 27

rigid labour markert / ridsrd
Tetba ,matkn/ 3

rigid procedures { ridzid
prau'sizdzaz 1

risk management /'risk
\manidzmant/ 21

role ambiguity / raul
aembr'gjuiati/ 6

rovalties 'taaltie

rural economies / roarl
t'konamiz 46

salary Mselril 3

sales seilel 34

sales arca M'serlz carial 27

satisfaction / siens' ek " ny 1, 2

satisfying customer needs 10

scenario planning /s1'na:riai
pleniy’ 21

scruniny Mskrurtint 42

scars on the board 44

secrors M'sekiaz/ 17

securtties /s'kjoaratiz’ 33

Sccurities and Exchange
Commission (SEC)
fs1 kjoaratiz on 1ks't feinds
ka,mif"n/ 40

sceurtty /st'kjoaratis 3

seed money {'sizd ,mani/ 49

segment ['segmant/ 25

scgmentation / segmen'ter['n/
25

sepmeni-of-ome marketing
/segment av 'wan
mazketg! 24

self-regulation / self
sregja‘lerf"n 9

selling and general expenses
34

sense of achicvement /sents av
a'tfizvmant/ |

Ser up on one’s own 4

severance payouts sevirants
Jpelaots 44

shakeout /'[etkaut’ 20

shaper /'feipal 8

sharg opnions /e’ op[Tnz/ 44

shareholder value
vaeljur 39
sharebolder’s equity
fJeahnuidaz kv 36,38
cholders Jeahauldaz 3
shareholders” funds
! feohauldaz 'fands! 36
shares /feaz’ 33
shares outstanding / [caz
aut'standin: 39
shipping costs /'[ipim knsts 46
short-rerm profit 1,tam
profit 50
sick pay /'sik peu
situation of use | sitjuer[™n oy
uist 25
six sigma quality / s1ks 'sigma
Jkwolatt! 13
skip the dividend 34
skunk works /“skagk watks
20
snaaping snuipig 29
snowed under / snaod andal |

Jeshaulda

3

social and cconomic
environment /, sau "] an
izka,nopik in'varar nmant
21

social audis /sau ]
42

social charges | sao)
tfa:dzizd 5

social class / sau 1 'klaws/ 23

social conscience / sau 7l
koot ["ntsd 42

sovial issues /sauf7l 1fuiz! 42

social justice £ souf 1 'd3astis/
42

social performance 1 520
pa'farmonts/ 42

social reporting !/, sau 7]
ri'paitind 42

soctal responsibility £ sa0[71
r spontsa‘brlati/ 21,41,42

social skills / souf1 'skilz/ 9

al vabue {sou ' vl

social welfare is[7] 'welfea’
42

social well-being ¢ sau [
cwel'bitig! 42

ly responsible [ saof i
r1'spontsabl 42

soclally responsible investment
(SRI) 43

soft skills Msnly skilsl 9

specifications (specs|
!spesifi'ker[ne/ispeks!

Srages of team life 8

stakeholder theory
'stetk haolda (hori 42

"ot

50

SO
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stakeholderisi - 'sterk,haulda
7, 13,4142

standards /'standadz’ 11

standards instirutes | standadz
mtstitjuits: 11
start-ups stastaps 17

staturory requircments
sterjat’ri ri'kwaramants,

11

stiff competition / stif
JKompa'tfns 17

stimularing Mstimjaleitin/ 1

stimulation of growth 47

stock options /'stok ppfTne/
44

stockmarket /stakmazkit/ 33

stocks /stoks 33

storming Zstaim

strategic /Stra't

strategic acquisitions
istratindsik mkwitafanz’ 19

strategic decisions (sira tidzik
di'siz’nz’ 6, 16, 39

strategic goal /stra tizdzik
'gaul/ 16

stracegic move /stra tizdsik
‘musvs 16

strategic partnership
Sstratisdzik pastnz1pd 16

strategy /'strata 16,45

strengrhs /strenkOs/ 18

stress factor /'stres fiekial 6

stress industry (stres  mndastr
6

Stress management / stres
‘memdzmant/ &

stress symptom stres
Smpraym’ 6
stress toll “stres taull 6
stressed out / strest faut/ 6
stress-related illness / stres
1 leriid 'lnos/ 6
stretching /'streifi
stringent regulation
snndsant regiaicn)tnd 43
structure strakifas 18
stuck in che middle 3
subordinates /sa'haid™nars’ 2
subsidiary sob'sidiyi’ 17, 19
Substitures /'sabstitjusts’ 18
suits /SLs
supervise 'Stpavang 40
supervision /,stipatviz’n’ 2
supervisury board
supalvaizr howd! 44

Supplicrs /sa'plarag/ 18

surveillance /sat'verlants 29

sustaimn Jsa'steins 30

Sustainability /52 steina’brlati
45, 50
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w

sa'stemabl/ 43
sle development
mabl di'velapmant,

afing its assets 38
sweatshop labour £ swetop
letha! 42
SWOT analysis /'swot
%
tactful
takeovers Mekaovaz 3
talent /'tielant/
talented individuals 7
tangible assets / tendsabl
‘asets/ 35
wp o [ tep ntuy 31
target Magnt/ 24
rarger groups Ntaigit gruips
Se

tariffs Mtaerifs/ 48
tax payable /Ltazks ‘peahl 38
team plavers /'titm pletoz’ §
tm watkar 8
ream-building /tizm bildig/ §
team work lizmwk/ 1, 8
technical specifications
Jteknik?l spesifiker["nz/
il
relccommunicarions
telika mpurnrker oz’ 46
temp agency Stemp eids'nisic
i

teamworker

teparary cottract | temp’rri
‘kontrekt/ 5

temporary workers / remprin
‘warkoz! §

Theory W 7 0tari *dabljuz 2

Theory X / frari ‘e

Theory Y/ Brart 'wan/ 2

ihird generation systems (3G
28

Third World /\Us:d 'wald! 46

threats /Urets/ 18

tied aid / tawd 'erds 49

Business Vocabulary in Use {advanced)

tolerances talarantsiz’ 10

Lop management /,inp
‘meenidzmont/ 11

total quality management
(TQM 12

tough competition 17
tal compa'tijan

Toxic emissions |/ 1nkstk
Jmifnz 43

wade barriers “trend bariaz
48

rrade liberalization /trend
A PlarzerTnl 46

trade unions /,treid juinjanz’
3

traded Strewdrd’ 33

wrading huabs Mresdig habz!
30

trading platforms “treidin
plactfaimz’ 30

training effectiveness lremin
tfektivnast 11

transparency [traen'spiertntsi
40,41

trendsetrers Mirend,set2z/ 20

triple botrom line (TBL) 50

true and fair view 40

rurnover CMtam,auvyt 34

™o sigma quality /tu sigme
JKwnlat/ 13

ultimate botrom line 50

under (a lot of) stress &

under licence / ando ‘lars™nts’
27

undervalued / anda'vieljusd/
33

unemployment
Janim'ploimant/

unemployment bencfics
fanmmplaimant benifits! §

unethically /L an'ethkali 41

unfair trade practices ‘an,fea
'treid prekusiz/ 48

unhnished goods /an fin [t
‘gudz’ 35

www.l[ELTSPROTALK.com

Unired Narions climate change
convention 50

unsustainable / ansa‘steinohl
47

wvwiehdy fanwiddic 19

uploading /ap'laudig/ 32

use one's initiative 2

valued [veeljurds 2

values /'veeljurz/ 2

vertical integration /vt tk™
Jantrgrerf™n/ 19

viable bl 49

video-cunferencing
fvidiao'konf7rntsiy/ 28

virtual arganization £ vart fual
argnar'zerfn’ 7

vituses {'vinarasiz; 29

vision “viz'n/ 16

volume industries /'voljurm
andastriz/ 18

wasre ‘werst/ 43

watermarks woartamaks S

weaknesses Mwitknasiz' 18

wealth /welb! 49

wear out [ wea' ‘aot! 35

well-being / wel'biziy/ 2

wi-fi (wat fau 28

wind power /wind pava’ 50

withdraw from a market 16

word-of-mouth / wardavmaut!
23

workaholies / waika'holiks/ 6

working conditions /warkin
Kan difng 3,42

waorking on my own 1

work-ile balance 6

World Bank /waild 'bank/ 47

World Trade Organization
(WTOT { watld 'trend
agtnat zet["nd 48

written down /,ri’n *daon/

written off / rit®n 'of/ 35

vield /jizld/ 39

zero defects / Ziarao 'dirfekrs/
13
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