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INntroduction

Welcome to Business Result Second Edition Advanced. In this book you will find:

e 12 units -
* 4 Viewpoint video lessons
* Practice files »

What’s in a unit?

Starting point
e an introduction to the theme of the unit
e discussion questions

Working with words
* reading and listening about a work-related topic
* focus on key words and phrases

Business communication

* improve your communication skills for meetings,
presentations, socializing and phone calls

* Key expressions list in every unit

Language at work
* grammar presented in authentic work contexts
* practise using the language in real work situations

Practically speaking

e focus on an aspect of everyday communication at work
* helps you to sound more natural when speaking

Talking point
e focus on interesting business topics and concepts

* Discussion and Task activities improve fluency and
allow you to apply the topics to your own area of work

What’s in the Practice files?

Written exercises to practise the key language in:
* Working with words
* Business communication
e Language at work

Use the Practice files:
* in class to check your understanding
* out of class for extra practice or homework

Follow the links to the Practice file in each unit.

Reference sections

 Communication activities with roles and information for
pair and group work

* Grammar reference with detailed explanations of the
grammar point in each unit

* Useful phrases with a full list of phrases for the
Practically speaking section

* Audio scripts for all the listening activities in each unit

Grammar reference
» Useful phrases
Communication activities

* Audio scripts

What’s in the Viewpoint lessons?

The Viewpoints are video lessons that appear at the end of
every third unit. The topic of each Viewpoint lesson relates
to a theme from the main units.

Each Viewpoint is divided into three or four sections, with
a number of short video clips in each lesson. A Viewpoint
lesson includes:

* A focus to introduce the topic.
* Key vocabulary and phrases which appear in the videos.

* Video interviews on interesting business-related topics
which develop listening and note-taking skills, and
build confidence in listening to authentic language in
an authentic context.

* Activities which provide speaking practice on the topic
of the lesson.

The Viewpoint video lessons include authentic interviews
with leading academics, business experts and course
participants from Said Business School, University of

Oxford.

About Said Business School

Said Business School is part of the University of Oxford.
It blends the best of new and old - it is a vibrant and
innovative business school, but yet deeply embedded

in an 800-year-old world-class university. Said Business
School creates programmes and ideas that have global
impact - it educates people for successful business
careers and, as a community, seeks to tackle world-scale
problems. The school delivers cutting-edge programmes
and ground-breaking research that transform individuals,
organizations, business practice and society.

Find out more at www.sbs.ox.ac.uk
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Connections

Starting point Working with words | Describing cross-cultural experiences

1 Can you think of 1 Do you agree with the following statements about working across cultures?

some examples where 1 Organizations generally have the same way of doing things.

F'—l_lt'-ll'ﬂl a‘-‘*’ﬂf_ﬁ‘-“’fﬁs 2 Non-verbal messages carry more weight than verbal ones.

1s important in your The concept of time is universal.

work? Individual differences can always be attributed to cultural differences.
Accepting and embracing ambiguity is essential when working internationally.
Consciously developing your cultural skills leads to better business relations.

2 To what extent do you
think company culture
is influenced by the 2
country the company
is based in?

o U = W

Kate Berardo, an intercultural consultant, set up culturosity.com in 2003 to
help grow her clients’ cultural awareness skills. She believes that the ability to
work effectively across cultures is a prerequisite for success in business. Read
the advice she gives and compare your answers in 1. Which piece of advice do
you find most useful?

Working across cultures

Kate Berardo

1 Do your homework 4 Take individuals into account
* Essential for building * Individuals may vary greatly from
relationships when dealing with the stereotype of their native
businesses across cultures. culture. Values and behaviour are
« Each organization will have also influenced by background,
its own culture, personality experience and personality.
and way of doing things. » Keep an open mind: be careful not

to form an opinion too early or to

2 Keep your eyes open attribute too much of what you see

* Your mind is processing a to a cultural difference.
lot of information in new
environments, so observation 5 Tolerate uncertainty
skills may be clouded or » This can be extremely difficult for
unfocused. people from some cultures where

« Notice how pegp|e act, dress directness and pTECiSiGH are valued.
and treat each other. Look for * Business is about managing unknowns.
non-verbal messages. Being When working with a culture with a
able to read a situation will high tolerance for uncertainty, you
greatly improve your ability may not get concrete answers. This,
to have a successful meeting. of course, can work both ways.

3 Take your time 6 Build your intercultural skills

* Appreciate the need for more * When working with people from
time. Communication may be different cultures, you need a solid
slower and logistics may be understanding of the norms of that
different. You may be working culture.
In a culture with a different « Greater cultural awareness will help
concept of time. you weigh up the pros and cons of

* Also, give yourself more time your way of doing things and will
to process all the information give you a better insight into working
before making decisions. across cultures.
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3 Complete these phrases to form verb + noun collocations from the text in 2.

1 relationships 7 an opinion

2 your eyes open 8 unknowns

3 information 9 both ways

4 a situation 10 your skills

5 your time 11 the pros and cons
6 an open mind 12 you an insight

4 Match the collocations from 3 to these definitions.

don’t rush ___

stay alert _

don’t judge people/things too quickly ___

develop connections with people ___

understand what is goingon ___

can have both positive and negative effects

consider the advantages and disadvantages _

make a judgement ____

develop your ability in a certain area __

think about and understand things that you find out ___
provide you with useful information to help you understand something ___
deal successfully with unfamiliar situations ___

~ 0 0 AN oW
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5 What advice would you give people from other cultures/companies who come
to work in your culture/company? Try to use the collocations from 3.

6 Listen to three people talking about their experience of working in other
countries. Was each person’s overall impression positive or negative?
7 Are the following adjectives used to describe people (P), places (PL) or
experiences (E)? Listen again and compare your answers.
Speaker 1 Speaker 2 Speaker 3
1 open-minded ___ 5 up-and-coming __ 9 downtoearth _
2 out-of-the-way ___ 6 self-assured _ 10 easy-going __
3 time-consuming __ 7 outspoken ___ 11 low-key ___
4 tedious ___ 8 run-of-the-mill ___ 12 unexpected ___

8 Work with a partner. Match definitions a—f to six adjectives from 7. Then write
your own definitions for the other six adjectives.

a boring d sensible/practical
b saying exactly what you think e not intended to attract attention
c ordinary f relaxed

9 Use adjectives from 7 to describe:
* how you think you are viewed at work
¢ your workplace
* your experience of working at your present company

»)» For more exercises, go to Practice file 1 on page 102,

10 Work with a partner. Think about a situation where you have:
* been host to a business visitor e worked in another country /city
* worked with a new colleague e started a new job in a new company

Talk about your experiences with your partner and answer questions 1-4.
1 How did you feel to begin with?

2 Where did your first impressions come from?

3 Did your impressions change with time?

4 Were your first impressions right?
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Business communication | Reporting back on research

Context

Peter works for Johanna. who 1 Work with a partner. Read the Context. What type of information do you think
runs one of the offices for Johanna will be expecting from Peter?

an international operation
finding locations for clients.
One client, a chain of hotels,
has asked them to find a new
site for a hotel in Poland to
be used mainly as a business
or conference centre. Peter
has just returned from a fact-
finding mission to Poland. On
his return he meets Johanna
over coffee to report back on
his trip.

2 - Listen to Part 1 from the meeting between Johanna and Peter. Does Peter
give Johanna any of the information you discussed in 1? Listen and complete
Johanna’s notes below.

PREMIUM PREMISES

Poland - research
1 Probable location =
2 General impression = up-and-coming place

Peter’s feedback
First site = city centre
Pros = 3
4 the area is being invested in for development
Cons =5

Conclusions / action points
6 Several interesting sites worth considering outside Krakow
7 Action =

3 Listen again.
1 Where does the information in 2 come from? Put points 1-7 into the correct
column of the table and make a note of any expressions you hear which help
you decide.

What Peter has seen What someone else has told
Peter/Johanna

2 Why is it important whether Johanna and Peter saw or heard something, or
whether they were told? Work with a partner. Look at the expressions you
made a note of and discuss their use in the context.

Example: ... theyve told us that they definitely want the site to be somewhere in that area.’
(Johanna may want to emphasize that this is not her decision.)



Key expressions

Reporting a personal
observation

It all sounds very promising.
| found it to be ...

From what | could see, ...

| found it to be more of a ...
than a ...

What's your impression of ...?

Reporting from another source
| understand you ...

According to ...

| gathered from ...

Expressing doubt

| have my doubts.

| can’t help feeling that ...

I'm just not 1009% convinced.
... which makes me a bit wary.
I'm a bit reluctant to ...

Avoiding commitment

It's hard to say.

| can’t promise anything.

| wouldn’t go so far as to say ...

Being persuasive

I've got / have to say (that) ...
We can't go wrong.

I'm (totally) convinced.

I'm sure you'll agree ...

I’'m (fully) confident ...

The pros (definitely) outweigh
the cons.

Avoiding being negative

To be fair, ...

I'm not saying ..., it's just that ...

Unit 1 | Connections

_ ‘ Listen to Parts 2 and 3 from the meeting between Johanna and
Peter. Johanna makes some further notes about the pros and cons of each site.
Complete the table below.

1 Mountain site 2 City outskirts site

Pros

Cons

Concerns

_ .2 How does Peter feel about the two sites? Listen to four extracts from
Parts 2 and 3 of the meeting. In which extract (a-d) is he ...?

1 expressing doubts ___
2 being persuasive
3 avoiding commitment ___

Work with a partner.Your company has come up with a potential new market,
and you have been asked to conduct some initial research. Student A, read the
newspaper extract below. Student B, turn to page 143 and read the country
briefing.

1 Report back to each other on your findings, using the Key expressions.

2 Discuss any differences in your information.

7 y

Although lots of new investment is coming into the local market, the
airport i1s insufficient for the volume of traffic expected. This will have
a serious impact on the local economy. If a solution is not found,
business will go elsewhere.

»» For more exercises, go to Practice file 1 on page 102.

Work with a partner. Choose one of the situations below and report back to
your partner. When your partner is reporting to you, ask questions and decide
how convinced you are.

1 You have just returned from a market research trip overseas. Report back to
your team on:

* what you learnt about the local market

* how well the market is doing generally

* how your new product line is being received
* the presence of the competition

2 You are behind schedule on a project. Your boss has just called you into his/her
office. Fill him/her in on:

* the status quo (current situation)

* the reasons for the delay

* how you are going to catch up in the future
* whose fault the delay is

Discuss the impression you got from your partner in 7. What did your partner
doto...?

* express doubt
* be persuasive

¢ avoid commitment
* avoid being negative
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Language at work | Tenses review

1 Read sentences 1-7 and match them to meanings a-g.
1 1 had planned to spend an extra day in Krakow itself.
It was made clear that I should go exploring.
It’s going to be a bit more complicated than we anticipated. ___
The client has told us that the site is likely to be around the Krakow area. ___
They re really pushing the area for development. ___
I had been looking around Krakow for a couple of days. ____
I'll be writing everything up later this week.

~NS 1oy e W

something happening around the time of speaking

a recent event affecting the present

a recommendation

a prediction made with some certainty

something decided in the past, which did not happen
an activity in progress at a particular time in the future
an activity in progress up to a certain point in the past

g =~ 0o o N0 oW

2 Work with a partner. Compare the pairs of sentences in a-g below. Is the
meaning different? If so, how?
a The client has been telling us that the site is likely to be around the Krakow area.
The client has told us that the site is likely to be around the Krakow area.
b They have really been pushing the area for development.
They’re really pushing the area for development.
¢ I was looking around Krakow for a couple of days.
I had been looking around Krakow for a couple of days.
d Iplanned to spend an extra day in Krakow itself.
I had planned to spend an extra day in Krakow itself.
e It was made clear that I should have gone exploring.
It was made clear that I should go exploring.
f It could be a bit more complicated than we anticipated.
It’s going to be a bit more complicated than we anticipated.

g ['ll have written everything up later this week.
I'll be writing everything up later this week.

») For more information, go to Unit 1 Grammar reference on page 126.

3 Read this email and correct any tense mistakes. Circle any verbs where you
could use an alternative verb form. How would this change the tone?

| 2 |

In response to your enquiry about the feasibility of bringing forward the
completion date, | had been skimming through the initial proposal and was
gathering from talking to members of the team that unfortunately it won't be
as straightforward as we had hoped.

| should have pointed out that the suppliers are being expected to deliver

the raw materials required by the end of next week, but so far we had heard
nothing from them. We try to get in touch with them and have been insisting
that we'll need to know by the end of the week. However, if we haven’t heard
by then, we need to take legal action to resolve the matter. I'll have got back
to you at the beginning of next week — by then | know what will be happening.

»>» For more exercises, go to Practice file 1 on page 103.

4 Work with a partner. Talk about the following topics in relation to your work.
What do you learn about each other? What do you have in common?

* an ongoing project e your regrets and hopes
* amajor change * your predictions
* your responsibilities e your career history

10
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——— Practically speaking | Introducing yourself to a group
Key word | point

Match the use of point in 1-5
to definitions a-e.

1 To get to the point, we want

1 Work with a partner. Discuss questions 1-3.

1 In what situations do you have to introduce yourself to a group in your own
language/in English? How do you feel?

to help out all the sites 2 How much information about yourself do you provide?
around the world. 3 What impression do you think you give?

2 What's the point of me being
here today? : ' A ‘-"

3 I'd like to point out that
over the years, | have been
continually improving
procedures.

4 There’s no point me
rambling on if you can’t
understand what I'm saying.

5 The point is, we're finding it
really tough to keep on top
of demand.

a make you aware of the
fact that

stop digressing
what's important is
it isn't worth

what’s the reason for

(s B = T o T = o

2 A multinational company is holding a training session at its offices in
Chicago. Listen to three participants introducing themselves. Would you have
presented yourself in a similar way? What did they do well or badly?

3 The speakers include information about these topics. Put them in a logical
order.

* aspirations

* role

* who they are

* reason for being there

e achievements/activities

4 Listen again and complete phrases 1-13.Then match the phrases to the
topics in 3.
1 M, Holly Cheng. the Singapore office ...
5 everything that goes on in Production Planning.
3 get on top of things and can see ways of ...
-~ 4 local production ...
Cult ti 5 Iguess take on board anything I can about how to ...
l‘:vhu:‘e ? u.ez lon t 6 Hello. For Elke Seifried from Graz in Austria.
® What criteria do you use to WO ,
e e 7 i::rpt'lmlzmg the quality assurance procedures ... |
introduce themselves? 8 jettison any sub-standard products and working out
¢ |n your culture, when what went wrong,.
introducing yourself, is it 9 over the years, procedures ...
FRpISpHate to b Lo, 1 {1 J— share some of my ideas with you here.
to be formal or informal, to , )
list your achievements, to 11 Hi, there. , I'm Harvey Benson from Atlanta.
downplay the importance of 12 coordinate what happens between departments ...
your work? 13 .. talking, mailing, getting on people’s cases, and so on ...

¢ What else is important?
Do you know what is
appropriate in other
cultures?

») For extension and revision, go to Useful phrases on page 134.

9 Take turns to introduce yourself to the class. Compare styles / use of language.

11
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TALKING POINT

Working in
multinational teams

Multinational teams are an everyday reality
for more and more companies. That'’s
because there are so many advantages, such
as improved collaboration with colleagues
and clients across markets around the
world, which contribute significantly to
global success. On the downside though,
there are frustrations. These are exacerbated
by the fact that the teams in multinational
companies are elther all working remotely,
or have a mixture of some colleagues in
one location, while the rest are globally
dispersed.
What can challenge us when we work
4 in this way are the practical, operational
issues. For example, different attitudes
to participating in teleconferences, or
when colleagues have different work and
communication habits and expectations.
Sometimes it’s difficult to understand what
the problem is in a chain of emails you think
are crystal clear, but someone misinterprets
what you've written, or doesn’t reply at
all. Misunderstandings at work can be
down to a combination of culture and
distance. What'’s important is to keep the
communication channels open. Don’t judge
— talk about problems, and try and find a
solution for next time.
There’s so much that we take for granted
in our own culture, such as using the right
level of formality, balancing business and
social life, or attitudes to time. Expectations
about these kinds of things might be, and
often are, different in other cultures. And
when you can'’t see each other face-to-face,
finding out what’s going on can be that B i |
much harder. R \
S S 5 SN
1 .

Hi Namrata,
M I'm getting my presentation ready for the Regional

Conference next month. | need your department’s
figures by the end of next week. Can you do that for me?

Regards, Jack

Dear Jack

Did you have a nice weekend? How did your
daughter’s hockey competition go? You were telling
me all about her preparations last time we spoke.

The Regional Conference will be very interesting.
I'm looking forward to seeing you there.

Regarding the figures, | will ask Anni when she Is
back from vacation.

Have a great week.

Best regards, Namrata

N

HI Namrata,
OK, when is Anni back from vacation?

Regards, Jack

Dear Jack,

Regarding Anni’s vacation, | am not totally sure.
She has gone to Bali, did you know? Her brother is
getting married there. I'll check, though | think she
IS back on Wednesday next week.

OK, as long as | have those figures
by Friday. It's really important.

T I —— o

v ; S
o L

‘l am not going to answer that. Of course he will get
his figures by next Friday. Does he think I'm stupid?’

12
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Have you experienced any issues that make working in a multinational or
dispersed team challenging?

What might be the problem in the email exchange between Jack and
Namrata? With your partner, decide what Jack and Namrata are thinking
and what they expect to happen.

What could Jack and Namrata do to avoid problems when communicating
in the future?

Work with a partner. Look at these complaints about working in
multinational teams. Discuss the problem and suggest solutions.

The complaint The problem Your solution

She keeps asking me for
permission. Can’t she just do
the job and show me when
she’s finished?

Everyone keeps wanting

to go out together in the
evening. I've got kids I need
to feed and get to bed, and
my partner travels a lot.

All our meetings are

so factual and logical. I
sometimes just want to shake
everyone and get them to
talk about their feelings.

['ve done so much, but
because I don’t shout about it
all the time no one seems to
notice. And it doesn’t seem
to matter anyway, because
promotions don’t seem to be
awarded based on merit.

My boss keeps loading me
with work from different
projects. I seem to do a little
bit of everything, and have
the feeling I've done nothing

by the end of the day.

Whenever I say something
she doesn’t like, she starts
shouting me down and
telling me I'm wrong. It’s
not worth saying anything
anymore.

Think of examples from your own experience. What was the problem and what did you
do about it?




Careers

Starting point Working with words | Comparing career paths

1 What is the best career
decision you ever made?
What happened?

1 Kristin Cardinale’s book, The 9-to-5 Cure: Work on Your Own Terms and
Reinvent Your Life, talks about the concept of the ‘Patchworker’. What do you
think a‘Patchworker’is? Compare your ideas with her definition:

The Patchworker carries all of the standard responsibilities of the freelancer but has

an agenda beyond earning money: life... A Patchworker is a freelancer who selectively
accepts work based on lifestyle factors that they determine to be personally important.

Looking back at your
career, is there anything
you would change?
Why/Why not?

2 A‘Patchworker’ career is not for everyone. Look at some of the questions
Kristin asks in the extract from her book below. Read her answers and decide
if you have what it takes to become a ‘Patchworker”.

ARE YOU A PATCHWORKER?

14

DO YOU HAVE THE ENERGY?

Do you have the energy required
to complete all of the initial startup
tasks? Can you come up with the
ideas? Are you too burnt out from
your current or past job to do the
work? Are you willing to put in the
time and effort to help you stand
out from the crowd?

DO YOU HAVE THE FOCUS? Do you
have the mental focus necessary
to open, operate and maintain a
new business? When you are self-
employed you don’t have a boss
keeping you on task and sending
you reminders about approaching
deadlines. You have to coach
yourself, to motivate and propel
yourself forward by staying on task.
Can you do that?

DO YOU HAVE THE
ORGANIZATIONAL SKILLS?

Running a business requires basic
organizational skills, period. You
need not be a perfectionist - in fact,
that may hinder your success. Will
your accounts stand up to external
scrutiny? Can you start and stay
organized?

CAN YOU MULTITASK LIKE A PRO?
If there is one thing that being a
Patchworker requires to stay ahead
of the game, it is the ability to
multitask. Can you play the part

of CEO, secretary, accountant and
driver all in a single day? More
importantly, are you willing to?

CAN YOU DRUM UP YOUR

OWN LEADS? To be a successful
Patchworker, you absolutely need

to scout out new opportunities and
then determine if they fit into your
lifestyle framework. Do you have the

network? Have you been keeping in
with key people? Can you get out
there and sell?

CAN YOU MAKE YOUR OWN
DECISIONS? Any and all decisions
are yours to own. You must take

full responsibility for the ideas, the
execution and the outcomes, and
stand up for what you decided.
When things go really well, it's nice
to bask in the glow and take full
credit. However, when things go awry,
you have to be able to deal with the
consequences. Can you handle it?
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3 Work with a partner. Think of definitions for the multi-word verbs in bold in
the extract in 2, using the context in the text to help you.

come up with

burn out from

stand out from
propel yourself forward
stand up to
stay ahead of
play the part of
keep in with
get out there
stand up for

WO 00 SN\ Oy U e W=

ek
—

4 Choose six of the multi-word verbs in 3, and write questions about careers.
Then work with a partner. Take turns to ask each other your questions.
Example: What do you do that makes you stand out from the crowd at work?

9 » 2.1 Listen to the interview with career coach Susan Whittaker. Are the
following statements true (T) or false (F)?
1 The interviewer becomes convinced by Susan’s views during the interview. ____
2 Susan believes that career progress is the responsibility of the individual. ___
3 She thinks it is counterproductive for managers to allow staff to leave.

6 » 2.1 Match verbs 1-8 to phrases a-h to form fixed phrases from the
interview. Then listen to the interview again and check your answers.

1 follow a your horizons

2 move ___ b backwards

3 growinto c astage

4 reach ___ d in a better position

5 broaden ___ e your role

6 gobeyond _ f horizontally

7 takeastep ___ g the scope of

8 putyourself h less conventional paths

7 Work with a partner. Match the phrases you formed in 6 to definitions a-h.
Can you use any of these phrases to talk about examples from your own career?
a do something original or unusual ___
b change jobs for a similar salary and responsibilities ____
¢ improve your situation ____
d create more opportunities for yourself
e gettoapoint ___
f develop to a point where you can do your job well
g develop further than current limitations allow ____
h cancel the effects of any progress you had made ___

»)> For more exercises, go to Practice file 2 on page 104.

8 Work with a partner. Prepare a short talk for new employees about career
development opportunities in your company. Consider the following aspects:

* training opportunities * appraisals * networking events
* job shadowing * promotion prospects * mentoring schemes
* sabbaticals * teamwork * corporate culture

1 Discuss with your partner what you are going to talk about. Decide on six
important points, and come up with an outline for the talk.

2 Take turns to practise your talk. Use as many of the phrases from 3 and 6 as
you can. When you listen to your partner, note down the new phrases you hear.
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Context

The partners at Coben Walsh,
a small but expanding
accountancy company, are
considering making changes
to their recruitment policy.

In the past they have always
recruited graduates, but they
are finding it increasingly
difficult to attract suitable
candidates. Heidi Dawson,
the HR Manager, and her new
Deputy, Arun Chauhan, have
been investigating the option
of offering jobs to school-
leavers. They have now called
a meeting with the partners,
Andy Coben and Rachel Walsh.

Business communication | Managing the discussion |
Sharing ideas

1

2

Read the Context. Can you predict what kind of issues may be discussed
during this meeting?

» 2.2 Listen to Extract 1 from the meeting while referring to the agenda
below. Heidi is chairing the meeting and the handwritten notes are prompts to
herself. Note down:

1 the points on the agenda that are covered
2 the points where any digressions or interruptions occur
3 the expressions Heidi uses for each of her handwritten prompts

start meeting and establish meeting objectives
Agenda: Recruitment policy meeting

Attendees: Heidi Dawson (chair), Arun Chauhan, Andy Coben, Rachel Walsh.

1 Outline of current recruitment issues
» recruitment difficulties ask Arun 2o present his findings
« staff retention gez Arun to talk about this

2 Proposal to recruit school-leavers

3 Discussion

» 2.3 Listen to Extract 2 from the meeting and answer questions 1-3.
1 What are the proposed conditions for school-leaver positions?
2 Why does Heidi think school-leavers would want to work for the company?

3 Why does Rachel think it would be better to focus on improving graduate
intake?

Match expressions a—d to categories 1-4.

You're absolutely right, but ...

You probably won't like this idea, but ...

Can I suggest we come back to this point a bit later on?
Could I just say something here?

Putting forward ideas ___

Expressing reservations/disagreeing _
Interrupting ____

Dealing with interruptions/digression ___

B W N = an oo

N

» 2.2~ 2.2 Listen to Extracts 1 and 2 again and make a note of other
expressions you hear for the categories in 4.

Which expressions from 4 and 5 are used to put forward an idea which ...?
1 you believe to be unpopular
2 isunder consideration

3 you are confident about

)») For more exercises, go to Practice file 2 on page 104.
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e 7 Work with a partner. In addition to the school-leavers programme, HR and the

Key expressions partners decide to look into ways of improving the company’s graduate intake

: _ , and retention. Can you add any other ideas (or reservations) to their list below?
Managing the discussion

So let's get started.

The purpose of today’s Ideas for improving graduate intake / retention
meeting is ...

Can | suggest we come back

Lo JE « Have a greater presence at national graduate recruitment fairs.

Coming back to ... Will this really help?
I'll get on to that in a moment.

Involving people Increase the starter salary.

Perhaps you'd like to talk us Too costly for the company?
through ...

Did you want to talk about ...?

Introduce penalties for graduates who don't stay beyond their training.

Asking for / giving Demotivating? May discourage some graduates from applying?

permission to speak | cation b q read Bl o
Would this be the right ncrease communication between graduates already working for the

moment to mention ...? company and those considering applying (e.g. in blogs, podcasts on

Could | just say something? company website). Ao control over what is said about the company?

If | could just come in there ... Other ideas?
Go ahead. '

Putting forward

unpopular ideas 8 Now have a meeting using the ideas from 7 and the flow chart below.
| know you're not keen on it,

but =

You probably won't like this

idea, but ...

I'm not sure what your feelings A Start the meeting and
are about this, but ... establish objectives.

B Ask for permission k.
Putting forward ideas under sk for permission to spea

consideration
We were wondering if ...

Something else we've been
thinking about is ...

Putting forward ideas you are

A Give permission to speak.
B Put forward an idea that

you are confident about.
A Express reservations.

‘f““ﬂdﬂ"'t ﬂb:““t B Put forward an idea which
L;i:_{w | understand e A Interrupt and disagree. M2y Reiun ORI

The obvious solution to this

problem must be to ... B Put forward an idea under
Disagreeing / Expressing A Express reservations. consideration.

reservation

It's interesting you should say
that, because actually ...

You're absolutely right, but ... A React to the idea.

B Put forward a further idea.

9 Work in groups of three.You are holding a meeting to discuss ways of
improving staff efficiency. Use the agenda below or create one for your
company. Discuss your ideas, and try to reach a decision on each item on

the agenda.
| Student A:You are Chﬂi[‘iﬂg the meeting. Manage the discussion and make
: sure everybody keeps to the agenda.
Culture question Student B: Turn to page 137. Student C, turn to page 139.

® Do you openly criticize
ideas that you don't like?
Why/Why not?

¢ Do you think that different
cultures have different
attitudes to open criticism?

e How would you feel if 2 Messages are not being passed on.

:.EEE;E; Ef,,r_'i'r”,’;;'t'“‘z'ad 3 Complaints about attending training in off-site training centres.

meeting? 4 High absenteeism.

Agenda: Improving staff efficiency

1 Too much time wasted in the cafeteria.
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Language at work | Expressing attitudes to the past

1 » 2.4 Listen to two debriefing conversations where the participants from
the meeting in Business communication gave their impressions after the event.
Complete sentences 1-12.

1 a face-to-face meeting with the partners.
2 Yes, , Arun — as you're the one who's ...
3 Ik one of the recruitment consultants ...
4 a bit more progress today.
5 Yes, how Rachel would react to the school-leavers proposal.
6 Well, it really ...
71 a bit too forthright, but I need to be sure ...
8 Well, it we’d just gone round in circles.
9 But the other side of the argument?
10 What improving our graduate intake?
11 1 much to the discussion ...
12 Yes, but to the meeting though.

2 Which sentences in 1 show that the speaker ...?
a is satisfied with something
b is relieved about something
c is dissatisfied with something
d regrets something with hindsight

3 Now match the sentences in 1 to structures a—d below.
a third conditional
b modal + perfect infinitive
¢ fixed phrase + past simple
d fixed phrase + past perfect

»)> For more information, go to Unit 2 Grammar reference on page 126.

4 Work with a partner. Look at the ‘nearly CV’ below. The career choices made
are in bold. Discuss the alternative career and the consequences.
Example: If only they’d known the employer abroad would go bankrupt!

v
b i i e iy 20Hered firstjobabroad.
o Look for a first job to get some experience.

2 Accept and move to that country.
| b Refuse and eventually find a job at home.

:
a Stay abroad and study for a postgraduate degree.
> Return to home country and change career path. _

| a Accept the job.
> Reject and start your own business.

2 Accept the offer from the multinational.
o Refuse the offer and keep going.

»)> For more exercises, go to Practice file 2 on page 105.

5 Think of your‘nearly CV”. Tell your partner about some decisions you made and:
* how you feel about these decisions with hindsight
* possible alternative decisions and their consequences

18
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Practically speaking | Getting your point across
Key word | so

Match the use of so in 1-4 to
a-d. What other words could
you use to replace so in each
sentence?

1 So, what would you do if one
of your key members of staff
was off sick on the day of an
important presentation?

2 Couldn't we consider letting
them trial the products, so
that they feel their views
count?

3 | know Alex is looking for
new contacts, and so is
Thierry.

4 But it's been so difficult
with all the changes.

1 What techniques can you use to get your point across?

a used to add a reason
b used for emphasis 2 Listen to five conversations and complete sentences 1-10.
¢ used to express also 1 Um, well ..., ?
CHNTIOGHCES & e eston 2 No, the ones drawn up for internal purposes.
3 Well, the scale at the bottom of the page,
what I mean.
4 Yes, . Am I supposed to notify everybody ...
5 it’s worth sending it to the people responsible for ...
6 , there’s no point in it sitting in your in-tray ...
7 ...look, that I need to see a dramatic improvement ...
8 But I'd like to see more evidence of how you ...
9 Yes, but , they’d have liked to be more involved ...
10 Look... , couldn’t we consider letting them ...

3 Match the phrases in 2 to these techniques for getting your point across.

a Reformulating: ¢ Illustrating a point: ____
b Clarifying: d Summarizing:
4 Work with a partner.You are both in an update meeting and you are discussing
Agenda: the points in the agenda on the left. Student A, turn to page 137. Student B,
Upd ate meeti ng turn to page 139. Then have the meeting using the flowchart below.

Student A:You have two minutes to get your point across.
Student B: Ask questions for further clarification.
Then swap roles, and continue with the next point on the agenda.

1 Monthly reports
2 The competition
3 Sales figures

4 Travel budget .
A Say what you think about

the issue. B Ask why / express surprise.

A lllustrate your point.
B Ask for further clarification.

A Clarify / reformulate /
summarize.

») For extension and revision, go to Useful phrases on page 134.

9 Work with a partner. Take turns to ask each other questions on the topics in
the list below. Ask for clarification on any details which aren’t clear. Respond
using the phrases from 2.

* your performance this year * your current work/project
* how you deal with stressful situations  ® your team'’s strengths and weaknesses
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TALKING POINT

The ‘gig’ economy: changing the future of careers

Arun Sundararajan, New York University’s School of Business

Not so long ago, the only people who
looked for ‘gigs’ were musicians. For the
rest of us, once we outgrew our school
dreams of rock stardom, we found ‘real’
jobs that paid us a fixed salary every
month, allowed us to take paid holidays
and formed the basis for planning a
stable future.

Today, more and more of us choose,
instead, to make our living ‘working gigs’
rather than full time. To the optimists,
it promises a future of empowered
entrepreneurs and boundless innovation.
To the naysayers, it portends a dystopian
future of disenfranchised workers hunting
for their next wedge of piecework.

This explosion of small-scale
entrepreneurship might make one
wonder whether we are returning to the
economy of the 18th century, described
by the economist Adam Smith in his book
An Inquiry into the Nature and Causes of the
Wealth of Nations. The economy Smith
described was a genuine market economy
of individuals engaging in commerce
with one another.

Over the following two centuries,
however, the emergence of mass
production and distribution yielded
modern corporations. The entrepreneurs
of Smith’s time gave way to the salaried
employees of the 20th century.

A different technological revolution - the
digital revolution - is partially responsible
for the return to peer-to-peer exchange.
Most of the new on-demand services rely
on a population equipped with computers
or GPS-enabled smartphones.

Does this suggest a shift towards a
textbook market economy? Granted,

Uber, Airbnb, Etsy and TaskRabbit are
quite different from organizations such
as Apple, BP or Sainsbury’s. Because
you aren't actually renting a space from
Airbnb, taking a ride in a car owned by
Uber or buying a product made by Etsy.
The platform simply connects you with
a provider of space, a driver of a vehicle
or a seller who runs a virtual shop.

So it seems like we've invented a new
institutional form - the peer-to-peer
platform - a digitally powered hybrid
between organizing economic activity
through the market and within the
organization. And because these platforms
provide layers of trust, brand and expertise
on demand, the need for specializing
before you're qualified to become a
provider 1s reduced. Almost anyone with
talent can become a part-time hotelier
through Airbnb or an artisan retailer on
the side through Etsy. Any reasonably
competent driver can morph into a
provider of commercial transportation
by plugging into Uber or BlaBlaCar.

And providers don’t have to commit to
full days of work. You can pick up your
kids from school (and then switch to being
an Uber driver). In the gig economy, the
lines between personal and professional
become increasingly blurred.

There’s certainly something empowering
about being your own boss. With the right
mindset, you can achieve a better work-
life balance. But there’s also something
empowering about a steady pay cheque,
fixed work hours and company-provided
benefits. It's harder to plan your life longer
term when you don’t know how much
money you're going to be making next year.
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What is a“gig’ economy?
What kind of jobs are suitable for a“‘gig’ career?

What are the pros and cons of a“gig’ career? Work with a partner. List your
ideas and then add any others mentioned in the article.
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Would you consider this kind of career?
What are the wider risks of this new kind of economy?
|

mﬂ ‘There are benefits to dipping your toes into the entrepreneurial waters

e o _ by experimenting with a few gigs on the side. Perhaps this lowering of

<y sl barriers to entrepreneurship will spur innovation across the economy.”
o Arun Sundararajan

Read the quote by Arun Sundararajan above.Think of something you
would like to do as a“gig on the side’. This could be based on your skills or

a gap you have seen in the market.

Hold a meeting to discuss your‘gig”ideas. Persuade the others that your
idea is feasible. The others will ask questions to help you develop the idea
into a realistic plan.You can use this chart to help you prepare.

My gig on
the side is ...

People need
it because ...

The risks
are that ...

The next
steps I need
to take are ...




Starting point Working with words | Discussing working practices

1 What do you like or 1 How good is your organization at changing with the times? Read the article

dislike about your place and decide to what extent the statements are true for your company.
of work? Think about

space, layout, lighting, CORPORATE CULTURE

equipment, noise, etc.

Quite a few organizations invest in new offices and information systems in
order to improve efficiency, but they do comparatively little to transform

a corporate culture that is often rooted in a previous era. Others seek to

Will the way vou implement innovations in their working practices and procedures — such as
work in the fiiture be flexible hours, teleworking, policies for work-life balance — without putting in
place the necessary infrastructure of facilities and technology. Some companies
manage to combine a poor infrastructure with an aversion to any kind of
cultural change. But of course there are a few that get it right, combining both
innovative working practices and the means to make them work.

What does ‘flexible

wurking’ mean to }fnu?

different? If so, how
and why?

But what about you? Read these statements and decide to what extent they
apply to where you work.

1 The company buildings create a dynamic 6 Meetings have a sense of purpose, and result in
working atmosphere. decisions.
2 Staff are judged by the hours they work, 7 The demands of working at the company put
not what they achieve. pressure on people’s home lives.
3 Staff need to have excellent IT skills. 8 Seamless technology across all our sites enables
4 In order to be able to work here us to perform competitively.
you need to access paper files. 9 Most staff aren’t given the option to work flexible hours.
5 Staff can work wherever and whenever 10 Staff are consulted before any new procedures are
is most effective for the job in hand. put in place.

2 Work with a partner. Compare your answers in 1 and discuss any differences.

3 Find words in bold in the text in 1 that are similar in meaning to the words in
italics in sentences 1-10.

We need to come up with ways of being more cfficient in our work.

We're entering quite a difficult period, and there are plenty of challenges ahead.

At the interview you have to prove you have the ability to do the job well.

We like to give all staff the opportunity to come back to us with any comments.

We have changed the job description quite significantly.

It’s important to carry out thorough research before redesigning jobs.

It’s quite a lengthy process from agreeing the changes to implementing them.

I don’t really understand the meaning of the last paragraph.

He’s in his sixties, but he’s still an energetic man with lots of new ideas.

Call IT and ask them to install all the software you need.

WO 0o ~1 O U = W N =

ok
=

4 Can you use the words in bold from the text in the sentences in 3? If so, does
the meaning change?
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Inaki Lozano is the Managing Director of BICG, a Madrid-based
consultancy firm specializing in new ways of working. BICG have led
numerous international strategic consulting and research projects across the
world.They have developed some of the most innovative ways-of-working

strategies to date.

Listen to an interview with Inaki Lozano and answer questions 1-3.
1 What three organizational aspects of companies do BICG focus on?
2 Why is their work necessary, and what are the advantages?

3 Who is most likely to resist and embrace change?

Listen to the interview again. What nouns collocate with verbs 1-8?

1 accommodate 5 generate
2 achieve 6 exchange
3 anticipate 7 assess

4 facilitate 8 measure

Match the verbs in 6 to other nouns (a-h) that they collocate with.
targets / objectives

special requirements / requests

ideas / interest

knowledge / points of view

progress / productivity

development / growth

performance / a situation

potential difficulties / objections

>0 = 0 o N o

Work with a partner. Make sentences using the collocations from 6 and 7
to say how you could make your organization more efficient.

»» For more exercises, go to Practice file 3 on page 106.

Work with a partner.You work for a manufacturing company which has a
problem with morale in the factory. Read about the possible causes in the
email, then follow steps 1-3.

1 Briefly outline the main points.

2 Discuss possible approaches to improve morale.

3 Decide on an action plan for change.

Dear all

Following a series of low productivity figures, I've been looking into

the situation in the factory. | have talked to a number of staff and the
general impression Is that they are not motivated and they are doing
the bare minimum to achieve their daily targets. From my point of view,
this seems to be a self-perpetuating cycle of low morale - the figures
are down so the supervisors are applying more pressure, which means
people feel less valued, etc. Anyway, | thought | ought to let you know
my findings so far below. Let me know if you'd like to discuss this
further.

Regards

Brian

Some of the major factors causing low morale may be:

« the impact of recent technical changes in production
issues related to work-life balance

working by output/result, not by time spent
cost-saving initiatives

instability of jobs in the sector
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—— - Business communication | Giving a formal presentation
Context

A large insurance company is [V s | R i |

creating a strategy for facing - *’”-wi" DR .

the future and one of its ';ﬂ‘.'iiir ;_"-:'.‘tE y

managers has been asked to ,iqﬁh' R |
LT e

o

attend a seminar on the future
of working practices. The
manager Is expected to report
back their findings to the
management team including
the CEO. As the management
team is cross-functional,
specialist terminology and
jargon may not be understood
by everyone.
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1 Work with a partner. Discuss the following questions.
1 How often do you give presentations and what kind of audiences do you
present to?
2 How do you feel about giving presentations?
3 How often do you listen to presentations and who gives these presentations?
4 What difficulties do you have when listening to a presentation in English?

2 Listen to four extracts from a formal presentation. Complete the
notes on the slides below.

1 Facing the future

Introduction: Flexible working — by 2050 2 Current research

most people will have been working flexibly * Rise in ‘demuting’ — 12 million people in

for more than a decade. UK will be working from home by 2025.

Presentation outline (x3 sections): * New generation of ‘career nomads’ —
employees moving around changing jobs/

1 current research

2 effects on the workforce bl
3 effects on employers
NOTES:
NOTES:
3 Effects on the workforce
« ‘Binge-time careerism’ — employees 4 Effects on the employer
working non-stop for a period, and « Competing for talent.
then taking time off.  Faced with dilemma as employees
* ‘Shadow careers’ encouraging personal gain the power to make choices.
development.
« 24/7 access to work email and phones/
BlackBerries leading to longer hours.
NOTES:
NOTES:
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Key expressions

Outlining a structure
I've divided my talk up into ...
First of all, I'll ... After that, I'll ...

I'll conclude with ...

Beginning the presentation
I'd like to start by saying ...
Referring forwards /
backwards / sideways

I'll return to ... later.

As | said earlier, ...

I'll say more about ... in a
moment.

Just to digress for a second, ...

Signalling the next section
OK, moving on ...

Turning to ...

This brings me to ...

Ensuring understanding of a
specialist subject

Just to fill you in on some of
the background, ...

By ... | mean ...

Now | don’t know If you are
familiar with ...?

Well, ... refers to ...
This is where ...

And perhaps here | should
explain what | mean by ...

That's when ...
So, for example, ...

Ending the presentation
And this is my key point.
To sum up, ...

I'll be happy to take any
guestions now.

Culture question

® |s it appropriate in your
culture to use humour In
presentations?

® How else can you vary
the pace?

e What difficulties can be
caused when humour
Is used?

Unit 3 | Change

3 »3 Listen to the four extracts again and refer back to the slides in 2.
Note down the expressions which are used for functions 1-12 in the table.

Slide 1 / Extract 1

1 put the presentation in
context

Expressions

2 refer to a point that will
be raised later

3 outline the
structure

Slide 2 / Extract 2

4 introduce the
second slide

5 explain the terms:
‘demuting’ and ‘career
nomads’

Slide 3 / Extract 3

6 introduce the
third slide

7 explain the terms:
‘binge-time careerism’
and ‘shadow careers’

8 introduce the information
on 24/7 working

9 refer to a point that was
made earlier

10 talk about a point
not included in the
presentation outline

Slide 4 / Extract 4

11 introduce the
last point

12 finish the
presentation

4 Turn to audio scripts . Check your answers to 3.

»)> For more exercises, go to Practice file 3 on page 107.

9 Work with a partner.You are going to report back to your colleagues and CEO
on your findings from the seminar. Using the slides and your notes from 2,
prepare an outline for a presentation to summarize your findings.

1 Decide who will present which parts of your presentation, and what
expressions from 3 you will use to structure and signal the different parts.

2 Present your part of the presentation to each other. Check against your notes
from 2 that your partner includes all the relevant information, and that they
use appropriate language from 3.

© Think of a change you would like to make at your company. Prepare to present
your proposal for change to the board of directors. Sketch out the structure of
your presentation on a series of slides. Include:
* background information * reference to an earlier point
e an outline of the structure * links from one section to another
* explanation of specialist terms * aconclusion
* reference to a later point

7 Work in groups. Listen to each other’s presentations, and make notes of the key
points. When you have finished, check your understanding and ask questions.
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Language at work | Speculating about future changes

1 Look at sentences 1-10. For each sentence, answer questions a—d.

1 The flexible working revolution means that management will become more
about resourcing and measuring results.

2 It’s estimated that by 2050 most people will have been working flexibly for at
least a decade.

It’s anticipated that 12 million people will be working from home by 2025.
The 21st century is going to be about a new generation of ‘career nomads’.
The trend towards home working could have other positive side-effects.
We anticipate that this trend will only increase.

Home-based businesses are likely to revive local communities.

By the mid-21st century a major cultural change will have taken place.
People are expected to be working more flexibly in the future.

Solving this dilemma must surely become a key priority.

W oo ~1 o U = W

1

o

What structure/tense is used in bold?

How certain is the speaker in each sentence?

Could the structure used be replaced by any other future structure?

How would an alternative structure change the meaning of the sentence?

J

an oo

»)» For more information, go to Unit 3 Grammar reference on page 127.

2 » 3.6 Members of the Federation of European Employers were asked the
question: ‘Do you think there will be a major cultural change in the way we
work in the future?’ Listen to some of their predictions. Note down the phrases
they use to make predictions.

3 Put the phrases you noted in 2 into categories a-d.
a certain
b probable
¢ possible
d unlikely

4 » 2.0 Listen again. Make a note of four phrases the speakers use to refer to a
point or period in future time.

>»)> For more exercises, go to Practice file 3 on page 107/.

5 Work with a partner. Give your predictions for possible changes in your
company/department. Think about the aspects below.

* the business * your working day

* budgets * relationships with colleagues/boss

* the competition * you/your colleagues’ role/prospects
* technologies * your own ideas
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Practically speaking | Showing understanding
Key word | quite |

Match the use of quite in 1-5
to synonyms a-e.

1 It's quite hectic over here ...
2 No, not quite.

3 There were quite a few
technical hiccups.
4 |I'm finding it quite a task to
manage my work.
5 A | don’t want it to look like R
I'm badgering them. {ﬁ; “\a
B Quite. Well you might ‘\,
want to word it so it's not \‘é f' ‘
I a I.

too aggressive ... -

a exactly | gy £
b several | ‘ Y —
c very
d absolutely 1 » 2.7 Listen to four conversations and answer the questions.
e very difficult 1 What problems do the people have?
2 How do their listeners respond?
2 3.7 Listen again and complete phrases 1-10.
1 I know
2 It's quite
3 No, it ?
4 It sending an email ...
5 Ihear .Imean ...
6 1 for a lot of you ...
7 Believe me, I can
8 1 at my last company ...
9 1 the request again, though.
10 Well, word it ...

3 Match the phrases in 2 to categories a—c.
a Showing that you understand the problem:
b Explaining why you are able to understand the problem:
¢ Offering practical solutions:

4 Work with a partner. Look at sentences 1-4. Discuss how you would respond
in order to show understanding.
1 ‘My workload has increased dramatically since we merged with the Cork office.’
2 ‘I don’t think that was a very convincing presentation.’
3 'This report just doesn’t make sense.’
4 ‘I need to change offices — mine is getting too noisy.”

»> For extension and revision, go to Useful phrases on page 134.

9 Think about a problem you currently have at work. Alternatively, use one
of the problems below. Take turns to explain the problem, and to respond
appropriately.Try to develop the conversation as much as possible.

Problem 1: Time differences

You work for a multinational company with offices all round the world. You
need to coordinate a project, but it is very difficult to call a meeting because not
everyone can be in the office at the same time.

Problem 2: Absenteeism

On your team of 12 you have two employees who regularly take days oft work
claiming to be sick — usually on a Friday or Monday. The other team members are
beginning to complain.

6 Discuss your partner’s reaction to your problem with the class. How
sympathetic/understanding/practical was it?
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Focus

1 The speakers in the videos use the following words and phrases. Match 1-12 to
definitions a-l.

In this video lesson, you will 1 robust a variety of employment experience in different sectors
watch two interviews on the 2 metrics b taking out parts of the company hierarchy
topic of change. The first 3 hard data ¢ make something less serious or severe
lo0is al oy 'OrERilization: 4 soft data d someone’s set of attitudes or beliefs
can implement change. The o , *
second considers the impact 5 cross-check e a set of statistics used for measuring something
of change (both positive and 6 perspectives f available but not used
negative) on the individual. 7 play out g strong and healthy
8 untapped h develop in a particular way
9 portfolio careers i information based on figures, numbers and graphs
10 delayering j points of view
11 mindset k verify information by analysing different sources
l

12 mitigate information based on people’s opinions

2 Work with a partner. Choose six of the words in 1 and write six gapped sentences.

Example: Our conclusions are based on analysis of the situation
(Answer: robust).

3 Now work with another pair and take turns to read your sentences, saying
‘gap’ for the missing word. The other pair must guess the missing word to win
one point. The pair that scores the most points wins!

Implementing change inside organizations

T 4 Watch Professor Louise Fitzgerald talking about dealing with
Profile organizational change and the three key aspects to consider. Number A-C in
Professor Louise Fitzgerald the order she talks about them (1-3).
Is an expert in organizational A The dynamism and context of the organization ___
change. She has worked in B The quality of the analysis ___

the private sector and the

health care sector. She is

currently Visiting Professor of 5
Organizational Behaviour at

Said Business School.

C Engagement of the staff __

Watch Louise Fitzgerald again and answer questions 1-5.
1 What does a robust change strategy need to be based upon?
2 What different kinds of analysis need to take place? Who's involved?

3 If you want change to be successful and beneficial, what does the research
show you should do?

4 How should the organization’s statt be involved?
5 What do change planners need to take account of?

6 In the second part of the interview Louise Fitzgerald gives more detail
about how to implement change. Watch and match each item in the list to each
of the key aspects of organizational change in 4. Label them A, B or C.
 Trend data ___
* Benchmarking _

* Surveys ___

* Human resource management data ____

* Managers and working groups (project teams) ____
* Interviewing statf during the disruption ____

* Reappraisal and review ___
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Dealing with change

Glossary 7 Watch the second part of the interview again and write down further

grapple with (v) to struggle details about each item in 6. Then compare your notes in groups and add any
with a difficult problem or issue missing details.

pinpoint (v) to find or identify
with accuracy 8 Work in groups. Think of an organizational change you have been involved in

and describe the following to the group:

* The reasons for the change.

* The types of analysis that were used.

* Which staff were engaged and in what ways?

* The system(s) of reappraisal and review during the process.

* Were the outcomes successful and beneficial?

The impacts of change on the individual
R 9 In the next interview, Professor Jonathan Trevor talks about how
Profile changes in the world of work have affected the individual as well as

Jonathan Trevor is Associate organizations. Watch the first part of the interview and tick (v') the changes (a-g)

Professor of Management he mentions below.
Practice at Said Business
School. He is an expert in
organizational theory, human
resource management and
the future of work.

Organizations have restructured so they have flatter structures.

Technology is used for more routine work tasks.

The role of the manager has changed from “director’ to ‘enabler”.
Home-working and flexible working hours are becoming more common.
Staff have more autonomy and define their own role.

There is a transition from ‘rule-driven bureaucracies’ to ‘something networked’.
Organizations increasingly outsource and use freelance staff.

o =~ O N oD

10 Now watch Jonathan Trevor talking about some of the issues in 9. As he
talks, make notes about‘losers”’ and “‘winners’” in the table below.

Losers (negative impact) Winners (positive impact)

11 Work in groups. Look back at the list of changes (a—g) in 9 (including those not
mentioned by Jonathan Trevor). Discuss each of the changes in relation to the
questions below.

1 Do you think this change has been positive or negative for the individual
worker? In what way?

2 Has this change ever affected you personally? Was the impact positive or
negative? Give reasons for your answer.

12 Think of a major change that has had a positive or negative impact on
organizations and the individual worker in the last 20 years. Tell the class.
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Starting point

‘Living at risk is jumping off
the cliff and building your
wings on the way down.”

Ray Bradbury, Novelist

“You can’t cross a chasm

in two small steps.”
David Lloyd George,
British Prime Minister
(1916-1922)

1 Discuss the quotes.
Do you agree or
disagree? Why?

2 Do you consider
yourself a risk-taker?
Why/Why not?

30
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Working with words | Handling a corporate crisis

1 What kinds of risks do businesses face? How can they plan to manage risks?

2 The controversy over diesel emissions testing by car manufacturers highlights
the need for companies to be aware of the risks involved in decisions they
make. Read the article and answer questions 1-4.

1 What should companies do to prepare for the worst?

2 What dilemmas do companies face about communication when hit by a crisis?
3 Who in the company should take responsibility if something goes wrong?

4 How is a crisis likely to be remembered by the customers?

HOW TO HANDLE A CORPORATE CRISIS

Daniel Thomas, BBC Business Reporter

The emissions scandal shows that no company, however large or well-established, is
immune to a crisis. But how a business responds when things go wrong can mean the
difference between a swift resolution and making the problem a whole lot worse.

HAVE A PLAN

Of course, history is littered with corporate
crises, and yet firms all too often fail to
learn from each other’s mistakes. So how
should they best prepare for the worst?
According to Rod Clayton, vice president
of crisis at Weber Shandwick, they should
start with some proper contingency
planning. Companies are often quite well
prepared operationally for emergencies
— If something blows up, they know what
to do - but they don’t know what to do
when the blow-up is more metaphorical
or legal because they don't have robust
communications plans in place. ‘And
even when they do, sometimes they
haven't actually tested those plans or
run simulation exercises, he says.
Rebecca Gudgeon, a managing director
at Grayling, says it is ‘blatantly obvious’
this is where VW went wrong. ‘If you're
a car company or train operator you are
responsible for public safety, and so you
are expected to have a plan in place if
something goes wrong.

STEP UP TO THE PLATE

It is vital that a chief executive — not their
communications team or more junior
members of staff — takes ownership of

a crisis and speaks to the press. They
should always start by expressing care for

those affected, and then explain how
they plan to solve the problem.

But Weber Shandwick’'s Mr Clayton
has some sympathy with companies
expected to show public remorse. ‘People
often underestimate what a challenge
it is to communicate very quickly about
something very complicated when
you don’t know enough about what
happened, and when there could be a
lot of implications in what you say. The
lawyers may tell you to say nothing about
something - but if you end up being
excessively conservative you can end up
winning in the courtroom and losing all
of your customers.

THE ROAD TO RECOVERY

Ms Gudgeon believes VW can restore its
reputation, just as carmakers Toyota and
Lexus have survived their own scandals.
But she says it will take a huge amount of
‘investment and engagement’ as well as a
rethink of where 1t stands in the car market.
That said, popular brands can be
surprisingly resilient to crises. ‘Ultimately,
if there is a problem that needs fixing,
people will judge you more on what you
did about the situation than what the
situation originally was, says Mr Clayton.
‘And if you deal with an issue well, then
ultimately you get credit for that.
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3 Match the phrases in bold in the text in 2 to definitions 1-9.
1 do test runs
show your concern for
accept, learn and move on from crises
accept responsibility
express publicly that you are sorry about what happened
decide how you will talk to the press and everyone atfected
fix a company’s corporate image
take lessons from what others have done in a similar situation

begin by deciding what you will do if things don’t go as planned
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4 Work with a partner. Using the phrases in 3, discuss what advice you would
give to someone in the following situations:

* running a company that has just had to withdraw a faulty product from sale
* having to deal with a damaging report about the company in the media

* telling your team that a mistake you made means that you have lost the client
* losing customers as a result of a recent law suit and damaged reputation

9 » 4.1 Listen to three different people discussing risk. In each case, decide:
1 what their job might be 2 what risks they have to deal with

© » 4.1 Listen again and note which speaker uses these adjectives.

sensible  cautious  rash  risk-averse  prudent  foolhardy
reckless  bold  imprudent  over-cautious

7 Which of the adjectives in 6 have a positive connotation (+) and which have a
negative connotation (-)?

8 Read these four comments from employee appraisal reports. Which of the
adjectives in 6 could you use to describe the employees’ attitudes towards risk?
1 Luis takes no or few risks.
2 Anastasia has a balanced, realistic view of risks.
3 Victoria doesn’t take a sufficiently careful view of risks.
4 Lothar completely ignores obvious dangers and is largely unworried by risks.

9 Work with a partner. Think about someone you know (e.g. friend, colleague,
relative). Describe their attitude towards risk or handling a crisis. How similar
is their attitude to your own?

»> For more exercises, go to Practice file 4 on page 108.

10 Work with a partner. Read this information about a PEST analysis.

PEST analysis (n): a way of analysing four key external
factors that may affect an organization, business or project.
Political (e.g. change of government; change of legislation; change
of tax; impact of corruption)
Economic (e.g. change of inflation rate; change of labour supply
and costs; impact of competitors’ behaviour)
Social & Cultural (e.g. change of public opinion, taste or attitudes;
population and employment changes; educational changes)

Technological (e.g. new technologies; changing costs of
communications; different ways of working)

Think about your company. For each category in the PEST analysis:
1 brainstorm possible changes in your sector, your country or the world

2 think about the associated risks for your company /project and any possible
action points in response to these risks

Example: (Economic) One of our competitors might launch a rival product at a lower
price. We would then run the risk of losing market share. We should try to
be bold about new product ideas to keep ahead of the competition.

11 Report back to your colleagues on your PEST analysis.
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Context

Frangipani Travel has been
organizing luxury specialist
tours and safaris in Kenya,
Brazil, India and Egypt for a
number of years. Their main
target clientele has been well-
off European couples. However,
more potential Frangipani
customers are organizing
holidays for themselves via
the Internet and there is less
demand for ready-made
packages.

The company is considering
a bold reorientation to focus
exclusively on ecologically-
sound ‘green holidays'. Jean-
Luc, a senior manager based
In France, has organized a

teleconference with the regional

managers to discuss the

risks. The participants in the
teleconference are — Joana in
Brazil, Khalid in Egypt, Thomas

In Kenya, and Greta in India.

Agenda

Conference call
23 November
10 a.m. GMT

Moderator:
Jean-Luc Boyer

1 Introductions.

2 Proposal 1: redirect
Frangipani entirely
towards ‘Green-Stay’
tours (Joana).

3 Proposal 2: introduce
‘Green-Stay’ tours
alongside traditional
holiday offers (Greta).

4 Decide on conclusions
to take to the board.
Agree action points.

5 AOB

6 Set date for follow-up
meeting.

Business communication | Taking part in a teleconference

Work with a partner. What advice would you give to someone participating
in a teleconference in English for the first time? Compare your ideas with the
guidelines on page 138.

~ Read the Context and look at the agenda.Then listen to four extracts
from the teleconference and note which guidelines from 1 are (or aren’t)
followed by the participants.

Put expressions 1-15 from the teleconference into categories a—e.

I'd be interested in hearing what you think about this.

I'm not fully convinced as yet.

Can I just ask everyone to sum up their views?

Maybe we're digressing a little.

Am I right in saying that the general opinion is we can go ahead on this?
Could you let Greta finish, please?

Maybe we can let Joana answer that.

You're saying that it’s not worth reconsidering?

I'd like to draw things to a close.

Can I'just check — we are now talking about the alternative smaller-scale proposal?
[ still have serious reservations.

Joana, could you talk us through this?

I'm having some second thoughts about it.

We seem to have some sort of consensus.

If I could just bring the conversation back to the agenda.
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Inviting /nominating someone to say something:

b Checking if you have understood something correctly:

¢ Stating that you are not persuaded or have doubts about something:

d Managing the discussion and the behaviour of the participants:

e Summarizing/ending the discussion:




Key expressions

Checking understanding

Am | right in saying that the
general opinion is ...?

You're saying that ...7

Can | just check — we are now
talking about ...?

Nominating/inviting someone
to say something

X, could you talk us through
this?

I'd be interested in hearing
what you think about this.

Maybe we can let X answer
that.

Expressing doubts/
disagreement

| still have serious reservations.
I'm not fully convinced as yet.

I'm having some second
thoughts about ...

With respect ...

Managing the discussion/
participants

Sorry, X. Could you let Y finish,
please?

Maybe we're digressing a little.
That's interesting X, but |
think ...

I'm not sure this is getting us
anywhere.

If | could just bring the

conversation back to the
agenda.

Ending the meeting

We seem to have some sort of
consensus.

I'd like to draw things to a
close.

Can | just ask everyone to sum
up their views?

Culture question

® Are you often interrupted
In meetings? If so, how does
this make you feel?

e What factors would you
consider before making
an interruption?

® Do you think people
from different cultures
might react differently
to interruptions?

7
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4 Look at the expressions from the teleconference in A and the alternative

expressions in B. What are the differences between them?

A B
1 | Could you talk us through this?

2 | Am Iright in saying that the general
opinion is we can go ahead on this?

Tell us about it.

Do you all agree to go
ahead on this?

3 | I'd be interested in hearing what Tell us what you think.

you think about this.

Can I check ...?
We all agree.

Can I just check ...?

5 | We seem to have some sort of consensus.

Listen to these extracts from the teleconference. Decide what the
speaker really means in each case. Follow the example.

1 That’s interesting, Thomas.
That's not relevant. I don't want to continue mfkiﬂg about this topic.

Maybe we can let Joana answer that.
With respect Joana ...
Sorry, Khalid ...
I'm not sure this is getting us anywhere.

]

I
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Work with a partner.Your company is investigating the possibility of
introducing performance-related pay in all its offices worldwide. Some staff
took part in a short teleconference to compare initial reactions to the idea.

One of the participants is describing the call to a colleague. For each
underlined section, discuss what each speaker might have said.

‘By five minutes past two we were all online. The moderator ! nominated

the HR Manager to talk about the proposal and our options, because he’s
championing the suggestion. | wasn’t sure if | had properly understood what
he said, so | 2asked for clarification to check if | had understood correctly. He
gave a much clearer response. After that we all started discussing the main
proposal quite usefully. Then the moderator 3invited the representative from
Finance to give her opinion, but she started making a long and irrelevant
speech about executive bonuses so the moderator #interrupted her and

Stried to get the discussion back on topic. We talked for about 25 minutes
and then the moderator ®ended the meeting by asking us to /summarize the

main points that had been made.

»)> For more exercises, go to Practice file 4 on page 108.

Work in small groups with people in the same company or in a similar field of
work.Think of a current issue in your work and follow points 1-3.
1 Make notes about the issue under the headings below.

[ssue:

What needs to be decided:
Important factors to consider when making a decision:

2 Write a short agenda for a teleconference about this issue.

3 Now take part in the teleconference to discuss the issue and reach some
conclusions.

Alternatively, turn to page 138. Work in small groups, choose a moderator,
and have the teleconference.
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Language at work | Referencing using pronouns

1 Read audio script 4. 7. Then look at these extracts. For each one, say what the
underlined pronouns it, this and that refer to.

Example: How about now, Greta? Is that any better?
The word "that’ refers to the sound quality of the call.

That's interesting Thomas ... but I think it's probably best left for another meeting.

Well, if you remember, we did explore this last year — that was just before you
joined us Khalid — and we decided ... it wasn’t the route to go down.

Greta — I'd be interested in hearing what you think about this.

What do you think of this? We offer customers the option of paying ...
I think that’s where we’ve got to. Is that right? Joana?

To me, it sounds a lot more manageable.

It's been quite hard, but I think we’ve made the right decision. It would have
been too risky to ...
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2 Look at sentences 2 and 4 in 1 and choose the correct words in italics.
1 If you want to refer to something that is clearly distant or in the past, use that / it.
2 If you want to refer to something new, important, more relevant, use this / that.

» For more information, go to Unit 4 Grammar reference on page 128.

3 Underline the correct words in italics.
1 A We used to use QuarkXpress for all our desktop publishing.
B That / This was a really good design application.
2 A We hope to double Central European sales within two years.
B It / That is excellent news.
3 A Do you think we’ve made the right choice?
B Yes. That /It would have been a mistake to raise our prices now.
4 A He left the company five years ago.
B Yes — this / that caused big problems for our department.
5 A Agnetha —do you have any other suggestions?
B Well, what do you think about this / that: we open a new outlet in Medina?
6 A Have you seen the new photocopier in the resources room?
B Yes. This /It is very impressive, isn't it?

4 Add the missing pronouns it/it’s, this/this is or that/that’s to this conversation.
Jorge According to report, sales of our new PXD tools have gone up 22%.
Cerys Excellent news. Been a long time since we sold so many.

Jorge True, but have you seen? A review of market prospects over the next
five years and not encouraging.

Cerys No, not one I've seen. What does say? Is suggesting that the market’s
slowing?

Jorge About right.

Cerys I've read a number of recent articles saying.

Jorge Quite depressing. Makes me wonder if time to get out of market.

Cerys I think a good idea to call a meeting. Something we need to discuss.

»)> For more exercises, go to Practice file 4 on page 109.

5 Work with a partner. Choose a topic from the list below or think of your own.
Discuss your opinions on the topic using referencing language where possible.

Example: A Have you seen that email about bonuses? What do you think?
B I think it's going to be pretty negative for us. It's going to mean we get
less money and this is going to make a lot of people angry.

* arecent presentation

* arecent email giving news about your company
* anews article

* a conference

* ameeting
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—— Practically speaking | Establishing rapport
Key word | matter

_ 1 Which of the methods for establishing rapport (a—j) would you use ...?
Match the use of matter in 1-7

1 when meeting someone for the first time

to definitions a-g.

1 What's the matter? 2 when meeting a colleague or friend again after a long time

2 It's no laughing matter. 3 when meeting a business contact who could help improve your career
3 We'll do it, no matter what. prospects

4 That will make matters worse.

5 As a matter of fact, | do
smoke.

6 This matters.
7 It's a matter of urgency.

recalling past events in common
paying a compliment

asking a follow-up question
asking about someone’s journey

a
b
C
d
a very serious e showing that you already know something about a person you have just met
f
8
h
1
)

b problem

¢ is important

d the situation

e even if it's difficult

f must be dealt with quickly
g actually

giving a brief summary of your recent history

echoing the other person to encourage them to say more
joking about yourself

being modest about achievements

picking up on a key word in order to extend the conversation

2 » 4.4 Listen to five conversation extracts. For each extract decide on the
relationship between the speakers, the methods in 1 they use to establish
rapport, and the phrases they use to do this. Complete the table.

Extract Relationship Methods to Phrases
establish rapport

»> For extension and revision, go to Useful phrases on page 134.

3 Imagine it is five years in the future.You have been invited to a social event to
meet up with the other students who were in your English class.You haven’t
seen any of them for a long time.

1 Take a minute to think where you might be and what you might be doing in
five years’ time. Make notes below about your future life.
The date today is:
I work at/in:
My work mainly involves:
Now I'm living in:
The biggest difference compared with my life five years ago is:

2 Talk to your former classmates. Use as many methods for establishing rapport
from 1 as you can.
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TALKING POINT l

1 Py
Tokyo 2020 Olympics logo
scrapped amid plagiarism claim

The logo for the 2020 Tokyo Olympic Games has been
scrapped after allegations that it was plagiarised.

-

-

The Games Organizing Committee said 5

there were too many doubts over the
emblem for it to be used. Its withdrawal
1s a highly unusual move.

Belgian designer Olivier Debie claimed that
the design was similar to his 2013 logo for the
Theatre de Liege. He and the theatre had filed
a lawsuit to prevent it being used.

Mr Debie expressed surprise at the
organizers’ decision on Tuesday as they
had publicly backed the design only days
earlier. He told BBC Radio 5 live: ‘I thought
the Olympic Committee was a big machine
and I didn’t dare to take action against
them.’ But the director of the Theatre
de Liege had told him they had to ‘do Japan was seen as a safe pair of hands to host
something’ and they sought the help of good the Olympics, but Tuesday’s developments
copyright lawyers. He said the logo, devised  cap an awkward month for the organizers.

in 2011, had been official for two years and There may also be repercussions for lucrative
would have been available on sites like sponsorship deals as Japan Airlines and other
Pinterest around the world. sponsors have already started using the logo.

BBC News, 1 September 2015

Tokyo Olympic stadium gets new, cheaper design

A new, more scaled-down, design has been chosen for the main
stadium at the 2020 Summer Olympics 1n Tokyo.

Spiralling costs had forced the scrapping of =~ will sit more than 20 metres lower than
renowned architect Zaha Hadid’s futuristic the previous design and supporters say it
original design. The new design, by Japanese fits better with its immediate environment,
architect Kengo Kuma, will cost 149bn yen which includes the greenery around the
($1.2bn; £825m) to build. nearby Meiji Shrine.

Ms Hadid’s plan would have cost It beat a rival proposal by architect Toyo
252bn yen, making it the world’s most Ito. That too was simpler than Ms Hadid’s
expensive sports venue. Mr Kuma’s proposal, which was compared with a
design will cost an additional 4bn yen gigantic bicycle helmet or an oyster, and
to design and maintain. which would have taken up a much larger

The scrapping of the design caused a area — 78,100 sq m (840,660 sq ft) against
row that eventually led to the resignation 72,400 sq m for Kengo Kuma’s concept.
of Japan’s Education and Sports Minister Construction or the new design will
Hakubun Shimomura in October. also be quicker. Necessarily so when the

Mr Kuma'’s design echoes Japanese International Olympic Committee deadline
temple styles, with a low-lying steel and for completion is January 2020, ahead of
wood structure, surrounded by trees. It the Games’ start in July that year.

BBC News, 22 December 2015
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Discussion

1 Read the two BBC news articles. What went wrong in the two examples
of planning the Tokyo 2020 Olympic Games? What could have been done
to avoid these issues?

~ The 2016 Rio de Janeiro Olympic Games were hit by a number of
planning difficulties. Work with a partner. Look at the list of some of these
issues below and discuss what could have been done to avoid the risks.

What happened What could have been done

Athletes complained that the Olympic
Village was sub-standard and
unfinished. Problems with plumbing,
electrics and gas were reported.

The water changed from blue to green
in the Olympic diving pool.

<

Rowing events had to be rescheduled
due to rough water conditions.

Security was so much of a concern
that some teams recommended that
their athletes remain in the Olympic
Village when not competing.

Wide-spread public health concerns,
such as the Zika virus, resulted in
several athletes not attending the
Games.

SN
\Q

Sewage being emptied into the sea
meant that swimmers were advised
not to open their mouths when
swimming.

Low ticket sales meant a lot of empty
seats at Olympic events.

Task

| Work as a group. Decide on the top five things that can go wrong
when planning a big national or global event.

~ Inyour group, hold a meeting to plan a large international event
for your company. Decide on the event and then focus on:
* What is going to happen?
 What needs to happen to make sure you get the expected results?
* What could go wrong / what are the risks?
* What can you do to avoid the risks becoming reality?
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Teamwork

Starting point Working with words | Exploring team relationships

1 What problems can
occur when working

1 Dr Meredith Belbin, a British researcher and management theorist, developed
nine team roles to show how different individuals behave in teams. Read the

38

with other people?

2 What different types of
personality are needed
for a successful team?

text below and compare these team roles with your ideas in Starting point.

What kind of team player are you?

Meredith Belbin

1 Plant

Valued in a team for their ability to
come up with innovative solutions. Like
the absent-minded professor-inventor,
they often spend time quietly working
alone, which results in solutions to
problems, but they may have trouble
communicating their ideas effectively.

2 Resource Investigator

This person contributes to the team with
boundless enthusiasm at the start of the
project. They are excellent networkers
who express themselves clearly and
they vigorously pursue opportunities
outside the team. They tend to lose

momentum towards the end of a project.

3 Co-ordinator

The natural chairperson, able to detach
themselves from the detail, to see the
bigger picture. They are mature, good
at delegating and at helping the rest

of the team to reach decisions. Their
management and delegating powers
may mean they don’t pay enough
attention to their own duties at work.

4 Shaper

They spur their team into action. You
have to tread carefully with this person;
they thrive on pressure and challenge,
and often get results by pushing others
hard to do the same. In their drive to
get things done, they may upset other
team members by not considering their
feelings.

5 Teamworker

Working closely with everyone, they like to
steer clear of confrontation. They are good
listeners and can help to calm situations by
talking through problems with colleagues.
However, as they don't like taking sides, they
may find it difficult to make decisions.

6 Completer Finisher

The team’s perfectionist. They take
mistakes very seriously — maintaining
quality is very important to them, and this
can result in missing deadlines. They pay
painstaking attention to detail. They can
be poor delegators and they tend to worry
excessively about minor detalils.

7 Monitor Evaluator

They are good at judging the situation due

to a great ability to analyse logically. They
assess periodically and look at all the available
options objectively. However, they can lack the
enthusiasm needed to inspire others.

8 Implementer

This person is disciplined and can be relied on
to perform consistently and to cope with
things practically. They tend not to deviate
from a set path and can find it difficult to
take new ideas on board.

9 Specialist

They are highly skilled and are usually
viewed positively for providing specialized
knowledge. They tend not to see the bigger
picture, focusing on technicalities.

2 Read the text again and discuss questions 1-2 with a partner.
1 What is the main positive and negative characteristic of each role?
2 Which team role best describes you?
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3 Underline the adverb in italics which collocates with each verb in 1-10.
Then check your answers in the text in 1.

communicate their ideas thoroughly / effectively

powerfully / vigorously pursue opportunities

tread carefully / well with this person

push others hard / roughly

worry excessively / extremely about minor details

analyse the situation logically / specifically

assess the situation periodically / timely

look at (available options) objectively / deliberately

perform consistently / regqularly in their role

be viewed satisfactorily / positively
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4 Work with a partner. Use as many of the verb + adverb combinations in 3 as
you can and give each other advice for successful working relationships.

5 » 5.1 Listen to three people talking about the roles they play in their teams
at work. Listen and complete the table with their strengths and weaknesses.

Strengths Weaknesses
| Speaker 1 |
Speaker 2
Speaker 3

© Which of the two Belbin roles best fits each of the people you listened to in 5?
Speaker 1: Shaper / Teamworker
Speaker 2: Co-ordinator / Completer Finisher
Speaker 3: Resource Investigator / Implementer

7 Work with a partner. Discuss which of the three people you would choose to
work with you / in your team, and why.

8 Work with a partner. Replace the underlined words in sentences 1-8 with
multi-word verbs in bold in the text in 1 with a similar meaning.
1 Ididn’t spend enough time on the sales figures — I think they’re wrong.
2 I'm capable of handling most complications by myself.

3 Last quarter’s poor sales figures motivated the rep team to work harder for this
quarter.

4 [ prefer to avoid any last-minute changes.

5 Our production team enjoy the challenge of tight deadlines — they love the
challenge of meeting the dates.

6 Ithink we should concentrate on solving the problem, rather than discussing
who was to blame.

7 Our project team have regularly not followed the agreed schedule — many of
the stages have been late.

8 Sarah can be depended on to come up with innovative solutions to any
problems which arise.

»> For more exercises, go to Practice file 5 on page 110.

9 Work with a partner. Think of a colleague / team leader you have worked with.
Compare the way they work with how your partner’s colleague works, using
the vocabulary from 3 and 8.

10 Work with a partner. Ask and answer questions about recent projects you have
worked on to find out which Belbin role you think you play in a team. Consider:
* task/project * issues/problems
* colleagues/fellow team members * confrontation/fairness
* schedules/pressure

Alternatively, turn to page 139, for some project outlines. Discuss the projects,
and work together to establish the best mix of Belbin roles for each.
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—— Bsiness communication | Dealing with conflict

Context

Duverger is a well-established
European kitchenware
company and it is about to
launch an exciting new range
of branded kitchenware. The
company intends to create a
‘big splash’ with an extensive
promotional campaign across
Europe, starting with a product
launch at a convention in
Vienna next week. The Sales,
Marketing and Production
Departments in Duverger

are working together on the
promotional campaign. The
first box of brochures for the
company'’s stand in Vienna has
just been delivered, but they
don't look quite right.

b

W

1 Read the Context. What can go wrong when brochures are printed? Why do
these things happen?

2 5.7 A meeting takes place between three managers (Jenny, Riccardo and
Paul) to discuss the situation. Listen to Extract 1 from the meeting. Compare
your answers in 1 with what actually went wrong.

3 » 5.7 The three managers handle the discussion and deal with conflict in
different ways. Listen again and decide which speaker (Jenny, Riccardo or
Paul) does 1-4.

1 Attempts to clarify the situation:
2 Encourages others to keep to the facts:
3 Expresses concerns diplomatically:
4 Expresses concerns more directly:

4 Match expressions a-i from Extract 1 to categories 1-4 in 3. Can you add any
more expressions?

Do you understand what I'm trying to say? ___

Would I be right in thinking ...7 ___

I don’t know if you are aware, but ...

Let’s try not to get personal here. ___

Can we try and stay focused on the facts? ___

I'm really not happy with ... ___

Can I just make sure I've understood this correctly? ___

I'm a bit worried about ... ___

The real issue hereis ...

9 Work with a partner. Discuss what you would say in these “conflict’ situations.
Then have the conversations.

Situation 1

* Student A Tell B about your boss’s plans to get rid of the coffee area.
e Student B You are surprised. Try to clarify what A has said.
 Student A Confirm.

¢ Student B You are very concerned and want to know what staff can do about
this decision. Express your concerns directly.
* Student A Tell B to focus on the facts — there has been no final decision yet.

You are concerned that staff don’t have enough informal meeting space.
Be diplomatic.

Situation 2

* Student A Tell B (the senior manager) you are not happy that a colleague who
has been at the company for less time than you has been promoted above you
and is now your line manager. Express your concerns directly.

* Student B Tell A to focus on the facts — the new line manager is very capable
and is qualified for the job. Be diplomatic.
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. 6 Listen to Extract 2 and answer questions 1-2.
Key expressions 1 What are the options for Duverger?

: iate?
Clarifying the skuation 2 What course of action do the managers successfully negotiate?

Can | just make sure ['ve 7 During the negotiation in Extract 2, who ...?
UGS SIO0C IS Colforys a plays the role of chairperson
Would | be right in thinking ...? piay _ P

b expresses points of disagreement

Do you understand what I'm _
trying to say? ¢ offers a compromise

RIaYIRIOCUSRE e iaeis 8 7 Listen to Extract 2 again. Replace the words in italics with expressions
Let's try not to get personal from the audio with a similar meaning.

here.
; : o
Can we try and stay focused 1 Well, Riccardo, what do you think we should do about this:

on the facts?

Expressing concerns
diplomatically

I'm a bit worried about ... 3 And how can you possibly be contemplating a reprint?
| don’t know If you are aware,
but ... 4 OK Paul, that's fair enough, but surely we need to get this right now?

Expressing concerns directly
I'm really not happy with ... 5 Oh, come on, that’s just not practical. I'm cancelling the launch in Vienna if ...
The real issue here is ...

Chairing the negotiation 6 Look, Paul, Riccardo, I don’t want any serious setbacks ...
How do you propose we deal

with this issue? 7 Thinking about this sensibly, the problems with the artwork I can live with, if ...
Look, can we try and avoid

any ...7
| need to know ...
Can | leave you to ...7

2 To be frank, don’t expect me to sit around and wait for you to sort this out.

8 Imean, why don't I give the printer another call?

. . 9 Paul, do we have your approval on this?
Expressing points of

disagreement : : Y : :

| can’t just ... 10 In which case, Riccardo, would you be happy to liaise with the printer ...?
| just don't understand how ...

| see what you mean, but ... 9 Now match the expressions you noted in 8 to a—cin 7.

| just won't be able to ..., if ...

Offering a compromise » For more exercises, go to Practice file 5 on page 110.

I'm prepared to ... if ...
Look, would it help if ...?

: 10 Work in groups of three. Student A, read the information below. Student B,
I'd be more than happy to ...

turn to page 141 and Student C, turn to page 143. Negotiate the situations,
following the steps 1-3 below.

1 Establish the point of conflict.
2 Discuss any disagreements.
3 Try to reach a solution/compromise.

Student A

Situation 1

You are working on a project with very tight deadlines. You are expecting a piece
of work from Student B tomorrow. Check with Student B that she /he will deliver
on time. (The work is already a week late.)

Situation 2

—— You share an office with Student B and Student C. The office has to be manned
constantly so you can’t go out at the same time, even for a few minutes. Think of
Culture question a very important reason which means you have to be somewhere else at 2.30 p.m.
® How do you deal with tomorrow. Student B will be on annual leave. Talk to Student C and see if she/he
conflict in your culture? can look after the office for you while you are away from your desk.

e Do you know how it is dealt

with in other cultures? Situation 3

e How can differences in the You work in a team with Student B and Student C. The project you are all working
approach to conflict affect on is seriously delayed because Student C is refusing to accept work from Student
working relationships? B, claiming it is of poor quality. Student B claims she/he followed the brief. Try to

help them find a solution so that the project can continue to move forward.
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Language at work | Adding emphasis

1 Underline the phrases which add emphasis to sentences 1-8.

1 The reason I say this is because if we get it right this time, any future
campaigns should run more smoothly.

Which is why this whole thing is so frustrating.

How we resolve this is the issue now.

It’s the Vienna convention which really worries me.

In which case, Riccardo, can I leave you to liaise with the printer?

What concerns me is the way this has been handled so badly by the printers.
The problems with the artwork I'm prepared to overlook.

The thing that bothers me is that we just don’t have time.

o ~1 O U = W N

2 Which techniques for adding emphasis in a—c are used in the sentences in 1?
More than one technique may be used in each sentence.

a Cleft sentence e.g. it’s ... which/that
b Fixed phrase
¢ Fronting (putting a topic at the start of a sentence)

»)> For more information, go to Unit 5 Grammar reference on page 128.

3 Look at conversations 1-5 below. In each case, add emphasis to B’s reply using
one of the phrases from the list.

What we must be clear about is ...  It's ... which ...  In which case ...
What I'd like to know is ... ~ Which is why ...
1 A Ireally don't know how to fill in this document.

B Wouldn't it be a good idea to sit down and sort this out properly?
2 A Apparently there are hardly any tickets left for the conference.

B I told you to book early.
3 A How should I reply to their email?

B It’s absolutely essential that the contract is signed by the 5th.
4 A Ican't believe there’s no budget left to complete the project!

B What'll happen to the team if the project is abandoned?

5 A Thejob is challenging enough, without all these extra changes they’'re
asking for.

B The changes make the job interesting.

4 Add emphasis to the following sentences, using the fronting technique.
1 We need to think about how we go about this.
2 It’s absolutely crucial that we get this right.

>)> For more exercises, go to Practice file 5 on page 111.

9 Work in groups of three.You are in a team set up to produce the company news
page on the intranet. However, poor communication in the team has slowed the
project down.You hold a meeting to discuss the problems. Student A, turn to
page 138. Student B, turn to page 141. Student C turn to page 140.

1 Discuss each problem, following the agenda below. Use techniques for
emphasizing the points you make to each other.
2 End the meeting by deciding how you are going to resolve these issues.

Agenda

Communication problems in the intranet team

1 Unfocused meetings

2 Team members with different working styles

3 Lack of communication outside team meetings
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————— Practically speaking | Responding to feedback
Key word | only

Match the use of only in 1-5
to synonyms a-e.

1 Work with a partner. Discuss the following questions.
1 Is feedback necessarily the same as criticism?

1 I'm sorry, only | didn't realize. 2 How can negative feedback be made constructive?
2 I'm only too happy to have 3 How do you normally react to negative/positive feedback?
some honest feedback.

3 I'm only trying to help. - | _ '
4 | think my only real doubt =

is the line you've taken on
absenteeism.

5 Apparently the same issue
came up only last week.

a extremely

b as recently as
¢ single

d just

e but

e d
ALY
0 |

2 “ Listen to three conversations. In which conversation does somebody ...?
respond to positive feedback

accept negative feedback

challenge negative feedback

(6 I 06

3 » 5.4 Match phrases a-k to 1-3 in 2. Then listen again to check your answers.
I see what you're saying ..., but ... _

Thanks for your support —it’s good to know I'm on the right track. ___

I'm sorry, I didn't realize — thanks for pointing that out. __

Oh, I see. Well it seems a pity to ..., but maybe you're right. ___

Oh, really? Why do you think that? ___

... to be honest, I just don’t have timeto ... ___

No, I'm sorry. I don’t see what you're getting at. ___

Thanks. Though I have to admit, I got the idea from ...

Actually, I'm very happy to have some honest feedback. I'll just keep working
onit.

j Sohow do you think I could improve it? ___
k Look, you're entitled to your opinion, but ...

»)» For extension and revision, go to Useful phrases on page 135.

4 Work with a partner. Discuss how you would respond to the feedback in 1-6

below. Use phrases in 3 to help you.

1 ‘I'basically liked the way you presented your arguments, but I did feel you
need to sound more sure of yourself.’

2 ‘Some of the ideas you came up with in that meeting were really creative.
I'm sure Gianluca is going to want to explore some of those further.’

3 ‘Did you read the report through before submitting it? It’s just that there were
several inconsistencies. It just doesn’t seem like your normal standard, that’s all.’

4 "We've just had some feedback from the client — I know it’s a bit late, but
basically they’re not very happy with the colours we’ve selected.’

5 ‘I know the team’s been under a lot of pressure recently, but I can’t help feeling
it’s compromising the quality of the work.’

6 ‘We’'ve got deadlines to meet, and we all have to do our bit. The delay from
your group has meant that the production team are sitting around waiting for
us to deliver.”

9 Work with a partner. Student A, turn to page 140. Student B, turn to page 141.
Take turns to respond to each other’s feedback.
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CONTEXT: MBTI®

The Myers-Briggs Type Indicator
(MBTI®) is a questionnaire
designed to indicate
psychological preferences in
how people perceive the world
and make decisions. It was
designed by Katharine Cook
Briggs and her daughter Isabel
Briggs Myers. It is based on the
typological theory proposed by
Carl Jung that there are four
principal psychological functions
by which humans experience
the world - sensation, intuition,
feeling and thinking — and that
one of these four functions is
dominant for a person most

of the time. The MBTI is used
widely in companies across the
world, particularly with the aim
of improving the way teams work
together.

R e .
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Problem-solving in a team

Shawn Bakker, a psychologist at Psychometrics Canada, has written a
lot about psychometric profiling in the workplace. Read about some of the
advice he gives about the practical implications of the MBTI® at work.

The MBTI® assessment can help teams solve problems effectively because

it gives each team member a clearer understanding of two key things. First,
looking at the Sensing (S) and Intuition (N) preferences will show team
members how they take in and present information. Second, focusing on the
Thinking (T) and Feeling (F) preferences will clarify how they make decisions
with that information.

You probably wouldn’t be surprised to hear that research indicates that
teams composed of people with similar preferences usually make quicker
decisions. This is because everyone gathers information and evaluates it in
similar ways - a recipe for agreement. The downside of this speed is that
the absence of opposing preferences can result in poor decision-making.

The challenge for homogeneous teams 1s to make sure that the opposing
preferences are taken into account.

Teams composed of members with a variety of type preferences have
a different challenge - getting people with different ways of taking in
information and making decisions to solve problems together without conflict
and misunderstanding. This often requires developing an appreciation for
what people with opposing preferences do when solving problems.

To help teams with both of these challenges you can use a problem-solving
model developed by Isabel Briggs Myers. This model for good problem-solving
involves four steps which incorporate both ways for gathering information (S-N)
and for making decisions (T-F).

Step One: Gather the Facts With the use of the Sensing (S) preference gather
the relevant details of the problem you are facing.

Step Two: Brainstorm Possibilities With the use of the Intuition (N) preference
1dentify possible causes of the problem and develop potential solutions.

Step Three: Analyze Objectively Use the Thinking (T) preference to consider
the cause and effect of each potential solution.

Step Four: Weigh the Impact Use the Feeling (F) preference to consider how
the people involved will be affected by the proposed solutions.

For each team member this problem-solving approach will utilize two of
their preferences and require them to utilize two of their least preferred
functions. For some team members, using their least preferred functions
will be a manageable challenge. For others, it will be important to work with
colleagues who have opposing preferences when making important decisions
in order to take advantage of their expertise.
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What do you know about the MBTI®? Have you ever taken the test,
or do you know your MBTI type?

How would you describe your personality? Do you think this affects
how you solve problems?

How well does the team you work in solve problems together? Would
any of the ideas or advice in the article help you to do this better?

Shawn Bakker recommends the following practice for problem-solving
with teams made up of different preferences. The questions are based on
the model developed by Isabel Briggs Myers which was outlined in the
article. How well do you think this would work for your team?

i

-

No matter what the team’s make-up, a helpful way to have a team
focus on each of the four steps is to set up four stations. At each
station have a piece of paper with the following headings:

What are the facts?

What are the possibilities?

What are the pros and cons of each solution?

What is the impact on our people/organization for each solution?

Think of a problem you are facing at work. Working on your own, complete
the table by answering the questions from the model in .

My problem is: My answers Comments from
the group

What are the facts?

What are the possibilities?

What are the pros and
cons of each solution?

What is the impact on our
people/organization for
each solution?

Now present your problem to the rest of the group and ask for advice in
solving it. As a group, discuss the problem and solutions.You don’t have to
mention any of your own solutions, but you can add any ideas you feel you
could use in the table above.
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Progress

Starting point Working with words | Discussing factors for success

1 What do you think a
company needs to do
to stay ahead of the
competition?

1 Read the quotation below from George Buckley, a former CEO of 3M.
What concerns do you think the company might have faced?
“You can't ... say, well, I'm getting behind on invention, so I'm going to schedule mysc’ff
for three good ideas on Wednesday and two on Friday. That’s not how creativity works.’

How can companies
ensure continued
progress?

2 Read the text about changes at 3M and answer questions 1-3.
1 What did Jim McNerney do when he became CEO at 3M?
2 How successful was this change?
3 What factors are important for successfully changing corporate culture?

THE CHALLENGE OF CHANGE

Kevin Hurren, Network for Business Sustainability

Despite being a multinational
conglomerate, 3M’s cultural traits
had traditionally revolved around
bouncing around new ideas,
encouraging individual initiative,

and looking beyond mistakes in

an environment which lacked the
pressure for short-term results.
These cultural traits fostered an
atmosphere of entrepreneurialism,
where employees would think outside
the box in order to hit on the next new
idea — factors crucial to 3M’s success.

In 2001, low profitability prompted
a change in senior leadership. 3M
brought in Jim McNerney, a former
vice president of General Electric (GE),
as its new CEO. With McNerney
came ‘Six Sigma’.

Six Sigma, which focuses on enforced
standardization and regulation by
identifying and removing causes

for error, temporarily got 3M's
performance back on track, but
when they ran into difficulty success
waned, and tensions about its
implementation surfaced. Employees
were frustrated. They were vocal
about their concerns over how
metrics seemed to matter more
than performance. Many believed
Six Sigma was getting in the way

of real invention.

Leadership at 3M wanted to address
employee dissatisfaction and fuse
corporate culture and practice.

After observing their approach,

the researchers Anna Canato,
Davide Ravasi and Nelson Phillips,
identified some factors that allow an
organization’s desire for a successful
change in corporate culture to come
to fruition.

Implement with
executive enthusiasm.

3M had promoted trying things out
and making mistakes as a method

of discovery and learning. But under
Six Sigma, mistakes had to be
recorded and were viewed as threats
to productivity. By being personally
involved in training and showing
familiarity and enthusiasm for the
system, McNerney stayed ahead of the
game and helped employees recognize
how new practices were important to
the larger vision and purpose.

Identify sweet spots
in subcultures.

3M management realized that
support for Six Sigma varied
depending on team structure and
team subculture. Engineers and
manufacturers at the company

demonstrated less dissonance for
the process than their colleagues in
sales, marketing and research. As
such, the study points to subcultures
of corporate culture. These
subcultures might better align with -
or even welcome - new changes. Any
adaptation and implementation plan
should take into account possible
subcultures, and consider how to
leverage these subcultures to get

off the ground successfully; and use
changes as an opportunity to bring
the subcultures into greater harmony
with the rest of the organizational
culture, as well as recognizing that
adaptation never ends.

When McNerney unexpectedly left
his position at 3M in 2005, it was up
to new-hire George Buckley to figure
out and handle the cultural tensions.
Buckley kept Six Sigma practices, but
some of the strict, formal obligations,
including the emphasis on extreme
precision, fell by the wayside.

His approach was to drop elements
employees considered less useful or
that interfered with 3M operations.
This resulted in a kind of lean Six
Sigma where specific or custom
elements were still in place.
Employees supported this hybrid
approach.
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3 Work with a partner. Match phrases 1-6 from the text in 2 to definitions af.

1 get back on track a be realized

2 think outside the box b be started

3 fall by the wayside ¢ find the path to success again

4 stay ahead of the game d come up with creative/unusual ideas
5 come to fruition e keep in front of the competition

6 get off the ground t fail to make it

4 Replace the underlined words in these sentences with a verb phrase in bold in
the text in 2.You might need to change the form of the verb phrase.

1 I know that you're not impressed with what John suggested, but why don’t you
test his ideas and see how they work in practice?

We might suddenly face some big problems if we don’t plan this carefully.

I'm trying to work out how we can reorganize the team once David has left.
You must stop concentrating on what’s been done before — focus on the future.
He suddenly came up with an excellent idea.

You should see what other people think about the ideas — someone might know

how to develop them further.

oy = W

9 What nouns collocate with the verb phrases in bold in the text in 22 Can you
think of any other nouns that collocate with these phrases?

1 bounce around 4 runinto
2 look beyond 5 try out
3 hiton 6 figure out

© Use phrases from 3 and 4 to tell your partner about when you or your team
came up with an idea at work.

7 » 6.1 Listen to JostVan der Saar, a business analyst, talking about the situation
at 3M. Make notes about the situation:

* before McNerney’s leadership
* during McNerney’s leadership
* during George Buckley’s leadership

8 Choose the correct noun in italics to collocate with the verbs in 1-8.

1 cut into the success / the bottom line 5 tolerate mistakes / progress

2 undergo change / progress 6 cause a stir / precision

3 shift the competition / the emphasis 7 control profits / costs

4 boost earnings / ideas 8 outperform earnings / the competition

9 » £.1 Complete these sentences from the interview with a collocation from 8.
Then listen again to check your answers.

1 How do you run an efficient company, but also create space for those new,

innovative ideas, without ?
2 They some significant when James McNerney took over.
3 McNerney set out to from the start.
4 He . McNerney’s approach to raising profitability

certainly satisfied the shareholders.
5 This is a programme aimed at improving quality, controlling costs and
increasing efficiency, and it doesn’t
6 George Buckley was convinced he could by
reigniting top-line growth.

»» For more exercises, go to Practice file 6 on page 112.

10 Work in groups. Think of a recent project you were involved in. Think of:
* how you came up with the idea
* how you measured /ensured quality
* changes/problems with the project
* the relative success of the idea

Hold a post-project review meeting to discuss what happened and what you
could do differently.
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Business communication | Brainstorming ideas
-

Context

Skion PCs is a small computer
hardware store set up by two
IT graduates, James Logan
and Gareth Newman. Currently
It has one shop on the high
street, and a website for online
sales. It prides itself on the
expertise and specialized
knowledge of its employees.
However, competition from

the large, well-known national
and international PC chains

is threatening business.

Skion PCs needs to find an
innovative niche market to

;aciné?rr;:htsdin;g;n; ‘:EEE: 1 Listen to three extracts from the meeting at Skion PCs.
brainstorming meeting with 1 Complete the table below with the four ideas.
two key members of staff 2 Note down the pros and cons that are mentioned for each idea.
- Sue Edwards and Jessica
Williams. Ideas Pros Cons
1
2
3
+
2 Listen to the first extract again and complete these sentences.
1 Imean, ways to develop our image ...?
2 Also, ‘caring’.
3 , what about moving into the area of recycling?
4 collect a customer’s old computer ...
5 something charitable, ... and send X per cent off to
developing countries, ?
6 set up a programme where staff can choose to ...
7 To tell you the truth,
8 that would work in practice ...
9 i and it would really be cost-effective.
10 Well, no, but that it’s profitable,

3 Work with a partner. Match the expressions in 1-10 in 2 to a—e.
a Putting forward an idea:
b Asking for clarification:
¢ Clarifying the idea:
d Building on the idea:
e Evaluating the idea:

4 Work with a partner. Brainstorm alternative ways of saying sentences 1-9.
Example: That’s not such a bad idea. = I actually quite like this idea.
I can’t help wondering whether it would be really cost-effective.

I'm not sure how this would work in practice, but how about a wider policy
on environmental issues?

What did you have in mind?

I was thinking along the lines of solar-powered laptops.

Supposing we were to sell recovered parts ... back to the manufacturers?

And there’s nothing stopping us from setting up as brokers ourselves, is there?
It’s certainly worth thinking about.

We should at least consider it.

In terms of marketing, I think it has potential.

[ o
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») For more exercises, go to Practice file 6 on page 112.
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Key expressions

Putting forward an idea
Couldn’t we consider ...7

| would have thought it would
be possible to ...

I'm not sure how this would
work in practice, but how
about ...?

Supposing we were to ...

Asking for clarification

It's not clear to me what you
mean by ...

Oh | see, so you're thinking ...
Am | right?

What did you have in mind?

Clarifying the idea
Well, for example, ...

| was thinking along the lines
o

Building on the idea

Thinking about it, we could
even ...

And there's nothing stopping
us from ... is there?

Evaluating the idea
I'm concerned about how ...
| can’t help wondering ...

| would certainly need to know
... before ...

It's certainly worth thinking
about.

We should at least consider it.

In terms of ... | think it has
potential.

That's not such a bad idea.

Culture question

Think about the ‘company
culture’ in your organization.

® Are ideas developed
hierarchically or can they
come from any level?

® How is support generated
for these ideas?

® Do you know how this

compares to other company
cultures?

Unit 6 | Progress

9 Work in groups of four.You work for a company that has grown rapidly over
the last few years. Growth is now slowing due to high staff turnover. Read the
following information from HR about this issue.

One of the reasons for high staff turnover is the lack of company perks -
apparently competitors are offering better conditions.

Money is available to fund one or two perks within reason. Perks without costs
would be preferable.

Prepare to hold a brainstorming meeting about the issue. Students A and B,
look at the information below. Students C and D, turn to page 143.

During the meeting:

put forward all your ideas and note them down
clarify and then evaluate the ideas
decide on the best options

Students A and B
Choose two of these ideas to discuss in the meeting.

Introduce a yearly summer ball for staff, with free food, drink and
entertainment.

Provide in-house gym facilities with showers.
Offer staff a “work at home’ option.

Install in-house ‘nap machines’ to allow staff to power-sleep for 20 minutes
when necessary.

Discuss the advantages of the ideas and how they would work. Think of possible
disadvantages and prepare a counter-argument.

In your group, think of a work-related problem you’ve each had which needed

a creative solution. Hold a problem-solving meeting to brainstorm possible
solutions.

SOLUTION 1:

SOLUTION 3:

SOLUTION 2:

THE PROBLEM:

SOLUTION 4:

Alternatively, look at one of the problems below.

1

You have just found out that key features of the new product or service you are
working on are very similar to those of one that your competitors launched last
week at your industry’s annual convention.

You work in a sector where it is extremely difficult to attract and recruit
suitable employees with the very specialist knowledge that is required in the
job. You are seriously understaffed and demand for the company’s services

is huge.

49



	Expires=1563606434&Signature=PNt-XzkPb56rHSJS-9kzYMdm6gA48CLZQ
	Expires=1563606434&Signature=QPJuss4-Pty6hIwI-Cr45Xoxa005-LQ-o
	Expires=1563606434&Signature=BAMKu8Kma6R-G2uIAUmgN8DtDRuE91RzC
	Expires=1563606434&Signature=gi4ooChCSCCSxg6hJVJtUXuCE2FnQoJ4C
	Expires=1563606434&Signature=Oo4gbwnjPaekAFRXxPufoP42xcZGCktP-
	Expires=1563606434&Signature=r0bi26EGU7vYTvIkqHREykWVpy8~MijUX
	Expires=1563606434&Signature=Tr18DqVofBPzCBYNSd8ogbmtLCp0NeY2t
	Expires=1563606434&Signature=UGoXTiPQ9jAE8XsaUTcVXZcBriKAtoIGg
	Expires=1563606455&Signature=F2QMoG10mrRaNYnHsqUUMS5V2eUoRp6gz
	Expires=1563606455&Signature=kl7sXuKt~zbokStWXUfVvpnBzm9q8QkCT
	Expires=1563606455&Signature=obVY91zi5pP1sxA00c94Aget8R378kCZz
	Expires=1563606455&Signature=OzrzzQ6QDlW9gNBT-klMqd1UrZQTK~I0X
	Expires=1563606455&Signature=Wjsu1PASRLxkwbsGNz38XkF4MQOK4eBgt
	Expires=1563606455&Signature=B3Zt2IzcCN8dwmnLxt0tEXUf~XLr1uBoL
	Expires=1563606455&Signature=epsM7-bt99V1laI6OeEcX2K~Roa3JzMbC
	Expires=1563606455&Signature=r9L1k4CdxJmMdjWA-Os-4VQH2SnwfJTKi
	Expires=1563606525&Signature=elHpWl8cyBudXKQNGblhfbWLG7U9SWZGo
	Expires=1563606525&Signature=or~xLL~5ab8ouIx6HyoALIR312d6OwbYU
	Expires=1563606525&Signature=LYwRIVHzj2AmLSqP3DEeMz8n34r3vk8OF
	Expires=1563606525&Signature=kKpIOz8Sa~-m8OKDMNnb8ZxZ6QP0owrB1
	Expires=1563606525&Signature=NfOrDfCZrNHOPs9BNS8Laek5GPIYi4Eqz
	Expires=1563606525&Signature=LO-RDnWjUWDKSjou6AJ~v6XzyWPvbYzpz
	Expires=1563606525&Signature=sUAm8hXRaoXo8vvgRIxJQ1ILdF14J7UNF
	Expires=1563606525&Signature=Wk6E-9tPfVNRd5NN7OEKoWJ9tG34wsyd1
	Expires=1563606536&Signature=C5g95QmUj8MtYb-mEDHsi99Zs9DpxqQwW
	Expires=1563606536&Signature=HWBhL0SHM-Q390tUTzUNqDSvsIBGvnVsL
	Expires=1563606536&Signature=hPbWftseCveyCLyNu5kbm2BkjYyIso8N1
	Expires=1563606536&Signature=QXl6XONUdyNqMMbmuzT4rbTtfSfrqSseY
	Expires=1563606536&Signature=QJ~sEDGNJKqi-7waFu4CXkdS8z76INHVI
	Expires=1563606536&Signature=pxsTfwAoc1pnmCTtRIOzXiebppJus9umD
	Expires=1563606536&Signature=Wl0NcsUYrPp2qulpfg~WKNyUZRtLQ4VGV
	Expires=1563606536&Signature=TQh3GLq8AzoyDyhc2fYpuzFy-kITg3MCv
	Expires=1563606554&Signature=coltZcBejS5mlMgKDJI2tjb478gE2vetk
	Expires=1563606554&Signature=WSFMNAsOVluMXfYm1wBWovc1765pb~XUh
	Expires=1563606554&Signature=cwTYZoMmJskW32nF2Fo2evrEkZKHTL-jd
	Expires=1563606554&Signature=Suc-qSN7LMGKmWexb7WzNLKVVUvYGw4tR
	Expires=1563606554&Signature=Al1duhuWpl68tVY8VlIudRwi0ZRckbHRs
	Expires=1563606554&Signature=HKadzD5NRun6ENHNyw4QpN08tILqkcgvx
	Expires=1563606554&Signature=RshyOUTYweyD27a2g23DEwCr3pE54bKKD
	Expires=1563606554&Signature=HPJzq7NjjMXMpJwCaYWr9fxmydvv9dpkX
	Expires=1563606566&Signature=qbe2axOkQW4xOn5-tSGnm5dJ3r7i40Mg1
	Expires=1563606566&Signature=rp-fdQBtDlir-GNHeJ6HFdO-PdkC0o1oA
	Expires=1563606566&Signature=lFlnnQukFkV5Q33BkwY~n560CVM9iCws1
	Expires=1563606566&Signature=icheFwOd4~YJNNGc0UDezSVWA~wJg6Pfc
	Expires=1563606566&Signature=VhkxksI3nefT4x03S5xppfPPM-L2J4fLH
	Expires=1563606566&Signature=btpjXTqJElv95Bi5RxVpN~7tWqQ4ZL46a
	Expires=1563606566&Signature=ruHJVhSovpYvyfx9gIdrgNpT7YqbL2KWu
	Expires=1563606566&Signature=RSXptW4Z2A2wsyApwqG~muEUOTpdMZOVo
	Expires=1563606586&Signature=INiPgg-cFTeS33iZpmfMDDIFv4nu6-vO4
	Expires=1563606586&Signature=UHEcneW3KJwQ6Cb2Vh0-zoxXVO9DccxtV
	Expires=1563606586&Signature=ntjAHaORkvFlCtZA2bpRZCUonKkD4~YUf
	Expires=1563606586&Signature=iLFlvv2wR1eyX7FmFrkPGiGHwE8zsqUPJ
	Expires=1563606586&Signature=mZSRcdyNZ9QFVy9mmfQl7-8ily7dPabR-
	Expires=1563606586&Signature=gPOu1dN-F43sFvkZAxgTX1YqwBvbotyHb
	Expires=1563606586&Signature=pqB2~1Q3rbGgaeIG~jcPu~BqbC7GAa-Mr
	Expires=1563606586&Signature=iXUCEIZA7wG~BuwJFKymF6LuywzrbWs7E
	Expires=1563606599&Signature=NcIN4Ufr0pFublvaAaa4LHOYlLbIKyr1Y
	Expires=1563606599&Signature=R4Gf7ANHq4zPlqcxycCcTe-SkyzHc0yFR
	Expires=1563606599&Signature=VYLrqLvJa4FrVXV-pc~SApnquRTXpiVNr
	Expires=1563606599&Signature=QNAp~HtLHPGw-tWIZjtaaYmIdhX-~8dkj
	Expires=1563606599&Signature=fa7wchzC6UEP29lfJ9tmWRkFJIyi3QCea
	Expires=1563606599&Signature=BxLUtk1EejumOohSzH5LZ4VzPvzwes~-K
	Expires=1563606599&Signature=OhB3k5N1iMSUwD3XdLPEvxeowzXf6GJ7y
	Expires=1563606599&Signature=ihYOdIQL1Klp6q~5yGsbQ-1cnPB5UdJxc
	Expires=1563606610&Signature=GvwB~SjsjRexNIx4YIorSIR1OfIXZ1iGM
	Expires=1563606610&Signature=QHmuwa6bLbdtAIxMPvyEQMbQO-3Y3Ub6V
	Expires=1563606610&Signature=IrdShhWRo89ZiwgSeEHP18GVMV1K0DYr-
	Expires=1563606610&Signature=NFrmVFrmODGUhjXBPzjPyd2mG9CXbVSWw
	Expires=1563606610&Signature=be0nheqIZd9OyC4aCRWxaRhv1TqrhLphI
	Expires=1563606610&Signature=JeJz9rKWZ52iP~40QZosGiWb7q3wojd70
	Expires=1563606610&Signature=sdrkAlS4BqTP7ZhbVzJOv02hyqRcjMS0Q
	Expires=1563606610&Signature=XlcUHvqa5E56BR0~ydSdGfQk0xAewrG4x
	Expires=1563606621&Signature=DARv3UjTmcazW0DY2KxOi8IScH6eYxxEC
	Expires=1563606621&Signature=NRBPIkNWyS61hHwHRuswXqx0cZHDEIf8G
	Expires=1563606621&Signature=DehgqcP6hGnH8Q6vBdGPjoCEgwZnZ3gzl
	Expires=1563606621&Signature=KaQ-rp07fWMGRw~VVaVFz6IHNOAyvtytn
	Expires=1563606621&Signature=gpZFukHk7HND~5qbRkDOUWkgQAfZehSL2
	Expires=1563606621&Signature=BPL9HOA4XTdlKpUpk27j-YBhTSBvmBwO5
	Expires=1563606621&Signature=SppdPgkFgnN20XCLm92jVK70mSvPzQ56z
	Expires=1563606621&Signature=DvObONb2LVfusZcuLI0xzAQTDHRJWzpZ5
	Expires=1563606632&Signature=d5-0rHer3YAeTGQd4qV5ai~hhjJMZove1
	Expires=1563606632&Signature=Y~DWD88E5nDh9VBaLGA2RZwKcgjzo1rY9
	Expires=1563606632&Signature=kYiX6F9Lc4Tr6vUVGU7wCInPn0~F27Uk2
	Expires=1563606632&Signature=CASfeRwM9m8XFXuFm-WE6VHR4fWmFld2N
	Expires=1563606632&Signature=kyQ0aEgSjCmL~vHhgkh4EEwEM~am73tWJ
	Expires=1563606632&Signature=m0D6PCkkWwNU1t2mNxhUatc407yK0P0Zm
	Expires=1563606632&Signature=n-XgvgfRfCi8MUKCii-BHU1YXGkpY0fFl
	Expires=1563606632&Signature=CzqCHzSdCG0hOC~HRz49wTOQQbfwse-bW
	Expires=1563606645&Signature=HugeVvzLngHKZpOs53NJIag2EnBdqKR80
	Expires=1563606645&Signature=NWWow-2A7ZXOEKE29uyxtums3iAHH~7gS
	Expires=1563606645&Signature=rih6LgWhP8MPg10eGeaBtcobUmybCuuE4
	Expires=1563606645&Signature=CUz6TmffLdG3yqOZwBcV0z4X8pb3POXmk
	Expires=1563606645&Signature=qNhLCWnph32ZrJxqmbiDvd0pXM4rbn7r-
	Expires=1563606645&Signature=E~tmIRGMqgp5fXt673IETaM5i66qywIeQ
	Expires=1563606645&Signature=VAdy2qFlePUBMXafYQHx2~XS7alHD1hC7
	Expires=1563606645&Signature=rdYbtldSTMyd5a7q4JAzdb1RRZ0V8EM~h
	Expires=1563606661&Signature=dLQAt7VUBgEt0WoHiknbHWDAtKnO448NI
	Expires=1563606661&Signature=lYZZ-4XrOc5~7JviL2nep~Zc9YngZuyWO
	Expires=1563606661&Signature=sDfpLBVNJB8wrjtmL5CH3dRezpYanksR9
	Expires=1563606661&Signature=WhB8fBb2o-agy~-Q7RAafvBiWqmrzhXBX
	Expires=1563606661&Signature=L95E9awgD~8AUBBRdqTji7F3~MUoPwIUE
	Expires=1563606661&Signature=Blb-0~Ipvy9PLoCuYjh3j2jxlRrmFkbhj
	Expires=1563606662&Signature=hkmlHKHHMr6sfIKAaBE2zJFNE~ruFF8o-
	Expires=1563606662&Signature=i4cSbj9wDSlsRUKbzhlDSP8r-qeP~OHA8
	Expires=1563606677&Signature=pfpkHlChyS~Lm5XOX8nXtUVOm2hwvRBH8
	Expires=1563606677&Signature=PRbzz6xEJcFtz9YXrYVn9D32zAqjNj7Se
	Expires=1563606677&Signature=gTdhql8iyYx6m3IZ17lzoBDKbiQdgC3c8
	Expires=1563606677&Signature=hr~EahKa~SFcyVezvRNw2W3BfudLcqvdE
	Expires=1563606677&Signature=Yzff60Aw98MBNs4YNQ1D9632N7I91viLy
	Expires=1563606677&Signature=GDkwY~l98vh0Z2boxKvAjWYX-MkmvpxDK
	Expires=1563606677&Signature=M0qISd9Wt~Gzg54LjKD55py7bH3D2r1~o
	Expires=1563606677&Signature=K8DSYTAUXrajCbC2zHJUADo-n5Aj2swuE
	Expires=1563606687&Signature=Bd0D1OBpZUV7SxPGCXZMN~mAqztZRfcED
	Expires=1563606687&Signature=cvKR94wp8N0bw54mKYWnbTPgXMp6jbLlk
	Expires=1563606687&Signature=i-MiW7M24ln~4yCNwXA110Y1wP76owJa1
	Expires=1563606687&Signature=AJ7eoiLl8Iqwz9p0ss2PX7UX1s9OxkDRi
	Expires=1563606687&Signature=axbo1titD-r8Qznf48I4p3nYPjvnRV1LQ
	Expires=1563606687&Signature=ZMfkM66yoaYwYa5PvfuhqMu7thD5YUOfJ
	Expires=1563606687&Signature=FUpwzd2KNG1H51xS0I5r6UpRRofiESYxo
	Expires=1563606687&Signature=pHnLzlieDJw3g2f4LWXgBTWUIklZI4vZc
	Expires=1563606702&Signature=mqfxFps9S4UXIuFrLKE-yFJ0VGK18VCBO
	Expires=1563606702&Signature=QB7e7lVKLqT3TQze1Vl7q-zll6KVCzYEo
	Expires=1563606702&Signature=aL-Y3a6wTmBPL5kFWETZYFkT20cVz8GG0
	Expires=1563606702&Signature=ByReIHhiAHPhxlhtuoNAMfTfCz-cgW6nR
	Expires=1563606702&Signature=ca1FFsufHcpzG5EPLhTH-UzpyQfO5eD2z
	Expires=1563606702&Signature=mZ1M0oVxNxcJgOgk6d47otAFI~sNfHBjv
	Expires=1563606702&Signature=QZ~nD31e-GpnzqkcjpiJGfdWiyKiubwjC
	Expires=1563606702&Signature=MkcuIujaG-XQfUF5FqIOto2yDsCu6gdFf
	Expires=1563606711&Signature=Ewh-OogQUtU2tamDSRUwTDOHNTjxUsR-k
	Expires=1563606711&Signature=kyYhjRBSd2o5HZSGdCPGe3vgytZri5OmG
	Expires=1563606711&Signature=pa5GunTUIiQMcNONxppLfdKzM0hI57AaA
	Expires=1563606711&Signature=QwERj3X6Rns9FxpSt25mAY7d-rul87Etd
	Expires=1563606711&Signature=N4KZeRVP~jmohHsyAVskOHv0aB3zvYjIt
	Expires=1563606711&Signature=Y~ExMNmgWtYbRqAgmSyJme~CnLrAuCmJO
	Expires=1563606711&Signature=ePpQ0msvcgrzAQ86RUS6bzkr4cTA7yR8X
	Expires=1563606711&Signature=K7vPqXN7oQl9wWSnswbjgs86CubSU6Eqk
	Expires=1563606719&Signature=S1bj0fjtz7-mV6ynBRLE2YhGvis2CfBIb
	Expires=1563606719&Signature=BHgVCQsx0DYP3BhHLZE-HVc8j8G9CkdhJ
	Expires=1563606719&Signature=cVq53xm6xZMJKbpJ3XovacqPNMuCButKl
	Expires=1563606719&Signature=NEiGqHCm9V~Ek04OR0kUOA51XjvHbbl4p
	Expires=1563606719&Signature=aIVmMhpbd0do0dIsdf2IqBmU47jwFO-6y
	Expires=1563606719&Signature=HVBT9IjH6h2ngpsouNgQupuinuVdfPqbc
	Expires=1563606719&Signature=vDrviml2FiADX8IfYwgSS-YMwAXiVIZz0
	Expires=1563606719&Signature=UfgtzhnmmKuhAH9dVGHeg6OHTDUq0pNgB
	Expires=1563606727&Signature=exX0SgAqIVzlCegqM0g2nUbpM372vo6-v
	Expires=1563606727&Signature=UAUOOcfN1LNGLBU8Z4HNm4JuiJYHTo4v4
	Expires=1563606727&Signature=cp2x2ZYSVLZTy5JoO9KN9qkKm2VxdKD~V
	Expires=1563606727&Signature=JGSFio~hLJOdukH~dR9Gvb-uq34C7-VDo
	Expires=1563606727&Signature=gFAGI~fJ~GcnnzmVE2Fe8qtCTns5h3Uvw
	Expires=1563606727&Signature=VL8Z9mE36Tx~BGalcC7v8OJwN9bGquXUg
	Expires=1563606727&Signature=C970RGnntmYCxJ4vJauxsSckufDcsHb8f
	Expires=1563606727&Signature=DrnPQ8vFy42QcwZwrJKTDYMbUOCDlr1hH
	Expires=1563606736&Signature=F2V6cQGmhzedaQYPyvJvbTTNIetw-GfGs
	Expires=1563606736&Signature=MKforIHHFkAc9Mn8xYmnQKCWotcalnVmn
	Expires=1563606736&Signature=tyORHCqFJWJqfCgPMICqrb-vDufv3sRxB
	Expires=1563606736&Signature=nuTkXsjrrxDoILRX8Lo10aXVnGDuTrkJi
	Expires=1563606736&Signature=Obil5EuJGWL8xnAb-GN~xioKe1OPtnC~C
	Expires=1563606736&Signature=PftQgcZmhOxfr0JhFfuzXvV13ZQoWhJq-
	Expires=1563606736&Signature=rSp95-V6AHYoweW1JX9LO36~BoaXmDGkq
	Expires=1563606736&Signature=WUKS808dWaGacvraFUgCOGJWbW3l1jyS3
	Expires=1563606745&Signature=hDCZnMJJwUUOQYRxU95XZFzoQoQ3jsdQi

