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Introduction

Cambridge Business English Certificate
Preliminary

All Cambridge BEC Preliminary candidates receive a statement of
results showing their overall grade (Pass with Merit, Pass, Narrow Fail
or Fail) and their performance in each of the four papers. Look at the
following extract from a sample statement.

Exceptional
Reading
Good Speaking
Listening
Borderline Writing

Weak

Successful candidates also receive a certificate showing their overall
grade. Each paper represents 25% of the total mark.
An overview

The following table gives an overview of the different parts of the
examination, how long they take and what they involve.

Test Length Contents
| Reading & Writing 90 minutes Reading: 7 parts
Writing: 2 parts

(e-mail, memo or note,
formal letter)

2 Listening 40 minutes 4 parts
Approx. 12 mins of listening
material played twice plus
time to transfer answers

3 Speaking 12 minutes 3 parts (personal
information, short talk and
collaborative task)

2 examiners and 2 or 3
candidates



Introduction

Important Cambridge BEC Preliminary dates

Your teacher will give you some important dates at the start of your course. 1
Write these dates in the boxes below.

Cambridge BEC Preliminary examination

Your teacher will give you the dates of the written papers but can only give you the
date of the Speaking Test after your entry has been confirmed by Cambridge.

e PAPER | Reading & Writing Test
e PAPER 2 Listening Test

e Speaking Test (to be confirmed) Between and

Entry date

This is the date by which the examination centre must receive your exam entry.
e Entries must be confirmed by

Grades and certificates

Cambridge sends out results approximately seven weeks after the examination.
Successful candidates receive their certificates about four weeks after that.

e Results should be available by

introductions

@ Introduce yourself to the people in your class. Find out the following information from

them.

COMPANY coooveememisnseeseieess

POSItION oo
Why is he/she doing Cambridge

Company COMPANY oo

POSItION oo ‘
Why is he/she doing Cambridge

Position

Why is he/she doing Cambridge

- >}
o 4

M

Rr 2



Q Now find someone in your class who ...

Z has already taken an English examination.
Rr <

knows someone who has a Cambridge BEC Preliminary certificate.

- \~
) 'J ;b
Rl uses English regularly at work.
has an English-speaking colleague.

°
°

®

e has been to the UK or USA on business.

)

e reads the same newspaper/magazine as you.
®

has the same interests as you.

Studying for Cambridge BEC Preliminary

o Work in pairs. Look at the diagram below and complete it with ideas for studying for
Cambridge BEC Preliminary.

-~ CAMBRIDGE
BEC PRELLMLNARY

o7
Uby 11

Introduction



@ Work in pairs. How useful are the following?

useless  useful very useful 1 G
Using a bilingual dictionary AREEE 2
Using an English-English dictionary 1Cf
Having the teacher correct all my mistakes
Doing pairwork with other students
Keeping vocabulary in a list
Writing new words on cards

Listening to a lot of cassettes

o N O W —

Reading tapescripts

9 Recording myself to check pronunciation
|0 Doing a lot of grammar practice

| | Doing a lot of examination practice

12 Reading through class notes regularly

|3 Reading for pleasure

gooocCocoocpooo0oop
goopoooococodppoo
goCco00o0ooCoo0oopo

|4 Keeping a learner diary

Quiz: Pass Cambridge BEC Preliminary

@ Where would you find the following in this book? Write the unit or page numbers.

Terms and conditions of employment

A picture of a very famous car

Information about the companies on this page

A game where you have to get to work before 9am
Advice on how to write memos

Information about the use of the present perfect

A list of irregular verbs

Information about hotels in Prague

o ~N oUW —

9 A crossword

10 A job advertisement

|1 An article about drug development

12 Useful tips for each of the Cambridge BEC Preliminary tests

)

“ ol BW
First €5

Great Eastern

Introduction
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Job descriptions

Listening1 @) The Chamber of Commerce is an organisation for business people.

Listen to six new members. Number the business cards in the order the

people speak.

e = ‘ .'II RObin Seato"
REGAL FROZEN PRODUCTS || | Human Resources
105-109 Valley Road, Sraines, | | Manager
Middlesex, ST12 W | |
L 01784 9336525 | |

| Units 5.19 -

| TNFORMATION TECHNDLOGY
| SERVICES PLC

FAX: ©1273 555 818

I ¢ Sp_“m :

MU

meridtat |
nnanl"l“‘ ', HE'ENMaI’Sden
P

roducts | Markenhg Manager

.‘ .'I Hayeg Business Park
‘ 94 THE SOUARE | f Watforq

‘ BRIGHTON | | /A6 3AG
KATY WILLIAMS B‘::?S;Erﬁ ‘ ! ?:: 01923 465 555 !

i I * 01923 f

CONSWLTANT : o || et s@y, s/ ] [
TEL: 01373 656 873 ‘ [ Acupack.co.u |

L |

Lister Steetley
Pharmaceuticais
Becton Hoyse
Becton Coury |

Tonbridge Wefl; |
™is 200 |

Tel: 01892 340 179
Fax: 01897 326 44

Thomas Kingstey
Bales Executive I\ ]
Meridian Houseé
& BETH LAMBERT

Cole Street
| London EG4 24 RTLP
| Tel: 0207 236 4925 T

. 0207 236 119
Fax: 029' = iep.ca

ACCOUNTANT

METRO HOUSE
S5 THE CoMMON
READING RG2 SLH

o-mail: TKingsiey
— TEL: 01734 318 222
Fax: 01734 318 419

Listening 2 e Helen Marsden and Robin Seaton talk about their jobs. Before you

listen, decide what their duties are. Then listen and check your answers




o Listen again and complete the notes below.

- = --/
.-_-aﬁ%!!éﬂtbff Y+ i
i I T I oo —2e 8 t
: ."thihgll!le

 Helen Marsden: Job description

Robin Geaton:
1 Works for a co
and sells them ';':z::hfhr:f produces vaceines ! Recruits pew\e
2
=t %
: 3
4 Deal ) 4 \nterviews
Em;euﬂh the health authorifies in central ynanagef
5 coﬁnc.\s su

%Pmsem simple

e The third person singular form takes -s.
She works in marketing.

e Negatives are formed with don't or doesn't.
| don’t work with other people.
He doesn’t travel on business very often.
e Questions are formed with do or does.
Do you work in an office?
Does she work at head office?

Reading @ Look at the business cards again. Who is each question for?

How many sales meetings do you attend each month?
What advertising do you want to organise for this product?

|
2
3 Why do we need to update our current network? Raidily tip:

d P You do not. need to
4 When do you want to discuss the balance sheet! know every word £,
5 Could you give me some advice on investing money? uhderstand the
6 Do you want me t0 interview the short-listed candidates? Mearning of what
7 How do you plan to increase output at the factory? Eon Cjﬂ(::;j‘; ”
8 What kind of after-sales service do you provide for this software? words that yoy d;
9 When do you want the successful applicant to start? knowl

10 Do | need to keep a record of the number of packs we produce a day?

Job descriptions m 6



Speaking @ Find out about people in your group. Find someone who ...

® organises things. What does he/she organise?
attends meetings. What sort of meetings does he /she attend?
deals with different nationalities. Which ones and why?

provides a service. What service?

travels a lot. Where to and why?

Talking about your job

Vocabulary @) Match the sentence halves about Beth Lambert.

[ [workas questions people have about their accounts.
2 I'm respom an accountant with RTLP

3 My job also involves produce financial reports.

4 | deal with checking companies’ accounts.

5 As part of my job | have to Reading, not far from London.

6 |am based in giving financial advice.

R P

CONSULTANTS

Speaking @ Work in pairs. You are going to write an article about your partner’s job for the
Chamber of Commerce newsletter. Interview your partner about his/her job and take
notes. Start your questions with the words below.

Do you .../ Are you ...! Where .../ Who .2
When ...7 What ... Why .2 How often .2

7 Job descriptions



0 Match the verbs with the nouns. Then look back

through the unit and check your answers.

I gve a problem

2 provide a record

3 interview a conference
4 deal with advice

5 attend a service

6 keep a meeting

7 organise an applicant

Think of another noun to go with each verb.

[ogve
provide

interview
dealwith
attend

keep L

~N oy W N

OFganise e

Complete the table below.

Noun Verb
discussion AisGUuag...............

product

sale

iNterview
applicant
advertising

Now complete the following sentences with the
correct form of the words from the table above.

| We're going to ten applicants

for the position of accountant.

2 Could you the room for the

meeting tomorrow?

3  Are we going to our new sports

shoes on the radio or only on television?

4 There were forty for the job
but we short-listed only five of them.

5 My company sells financial

6 We had a very interesting about

increasing output at the factory.

7 Peter works in the department.
His job involves a lot of travelling to visit clients.

Job descriptions

Exam practice

® Read the text below from the ‘New Members’
section in the Chamber of Commerce
newsletter.

® Choose the correct word from A, B or C to fill
each gap.

® For each question, mark the correct letter A, B
or C.

[ Meet Thomas Kingsley

Thomas Kingsley works for Meridian Finance
in East London. He works (1) ..... a sales
executive. He (2) ..... with a large number of
small and medium-sized businesses in the
London area. He (3) ..... them on the best

financial products for their needs.
He is only in (4) ..... office in the morning
when he discusses clients (5) ..... the Sales

Manager. Then he travels around London to

see his clients. He informs them (6) ..... new
products on the market. He keeps a (7) ..... of
any changes in the clients” information so that
he can offer advice if necessary. He (8) ..... his
paperwork and arranges (9) ..... from home or

from his car between appointments.

If any members would like (10) ..... advice on
insurance or any financial product, please do
not (11) ... to phone Thomas or one of his
colleagues (12) ..... 0207 236 4925. They will
| be happy to help you if they can!

I A as B like Cin

2 A organises B provides € deals

3 A advise B advises C advised
4 A his B her Cits

5 A wih B C from

6 A about B on Cto

7 A notice B record C reference
8 A does B produces € deals

9 A meets B meet C meetings
10 A an B a C some

Il A hesitate B stop C think

12 A © B on C under

;



a
Unit Ib Working conditions

A

b

Comments about work

Reading @) The staff at Amberley Advertising have a comments box. Read the
comments and answer the questions.

Why is one employee unhappy about taking calls?

What kind of supply problems does the office have?

What are the problems with pay?

What stops people from doing their job efficiently?

One person makes a suggestion as well as a comment. What is it?

AW N —

" Vocabulary @ Put the words into the correct order on the line below.

never somTtimes always
usually ——\ How Often?< often
rarcg occasionally frequently
& 5

Work in pairs. Compare your order with your partner.




Grammar @) Look at the comments on the previous page. What do you notice about
the position of the adverb in each one? Complete the information below.

“Adverbs of frequency: word order

e \Words such as always, - , frequently,
, occasionally, rarely and
usually come before the verb.
e However, these words come the verb to be.
e Words such as hourly, daily, : and

come after the verb, often at the end of the sentence.

Speaking G Work in pairs. Find something that you both do:
frequently occasionally annually weekly
e Work in pairs. Look at the comments again. How would you deal with them?

Terms and conditions of employment

Vocabulary @) Match the following words with the correct meaning.

| shift work clothes that people wear to keep their own clothes clean
2 Salar}\ rules people have to follow

3 toreview a period of work which starts when another one finishes

4 overalls money a person receives for work

5 regulations the person you are directly responsible to

6 overtime holiday from work

7 leave to look at something again in order to change it

8 line manager to give somebody something he/she needs

9 break extra hours a person works

|0 to provide time to have a rest and possibly something to eat or drink

Working conditions 10



Reading @ Read this page of Fibretech’s conditions of employment. What type of work is it?

TERMS AND CONDITIONS OF EMPLOYMENT
These terms and conditions should be read before you sign your contract.

FIBRETECH

PLASTICS
SALARY ¢ e

Your starting salary is SM'OOO ........ This is reviewed annually.

HouRs

The normal hours of work are eight hours a day, Monday to Friday. A shift system is in operation. The shifts are:
A06:00 - 14:00 B 14:00 - 22:00 C 22:00 - 6:00.

There are three shift groups and the following system is in operation.

Week one: Group one  Shift A Group two ~ Shift B Group three  Shift C
Week two: Group one  Shift B Group two  Shift C Group three  Shift A
Week three:  Group one  Shift C Group two  Shift A Group three  Shift B
For your first shift, week commencing .......... 8/6 ......... . You will be in Group 5 ........... and Week

R S will be in operation. On the first morning report to your line manager JWKM»QM

HEALTH AND SAFETY

Please read the safety regulations attached. If you have any questions, contact the Health and Safety Officer,
whose name is at the top of the regulations sheet. If you have any health problems, please inform the Senior
Nurse, ¢ T RoM5. If you cannot work because of ilness, please telephone the factory before your shift is due
to start.

ANNUAL LEAVE
During your first year of employment you are allowed twenty days' leave. This should be arranged with your
line manager.

OVERTIME

If you work more than forty hours a week, you will be paid at the current overtime rate. Your line manager
will keep a record of the overtime you work. If you work on public holidays, you will be paid at the current
rates. If you prefer, time can be taken instead of extra pay for public holidays and overtime.

CLOTHING
The Supplies Department provides overalls. Inform Supplies of your size two days before you need them. You
can also order any other special equipment you need for your job from Supplies.

Choose the correct option to complete the sentences.

| This employee will start work at 3 If employees work on public holidays,
A 06.00. the company will give them
B 14.00. A only extra money.
C 22.00. B only days off.

C extra money or days off.

2 Employees consult their line manager about 4 The company provides

A health problems. A special clothing.
B their annual holidays. B no special clothing.
C asalary review. C auniform.

speaking € Work in pairs. Discuss your conditions of employment. Use the ideas below.

hours overtime leave clothing health and safety

Which things are the same for you and your partner?

Working conditions




“ Write two things at work which: e Exam practice
® you can run out of. Questions | - 5
@ Read the memo and e-mail.
@ Complete the form below.
. ® Write each word, phrase or number in
® you discuss with your line manager. CAPITAL LETTERS.
MEMO
® you keep a record of. To Al Line Managers
From James Bensen, Accounts
|
® you find really annoying. TS St '

Please could you let me have any
staff overtime details dating from

@ Complete the sentences with the prepositions below. 30/10/01 to 29/11/01 as soon as
You can use the prepositions more than once. possible so that the salaries can be
calculated. Please remember to
about at in with of state if the worker would prefer to be |
paid or have leave.
| You should arrange your holiday the line
manager. Thanks very much.
2 Ineedtoconsutmyboss ____ that. " | To: jamesbensen@fibretech.co.uk

, . From: johnknight@fibretech.co.uk
3 If you work more than 40 hours, you will be paid Subject: Overtime payment

the current overtime rate.

Jason Martin, Quality Control

4 If you want, you can have time off instead Assistant in Production, has done 32

overtime pay. hours’ overtime this month, i.e. four
extra shifts. He would like to have
5 We need to keep a record the hours you time off.

work every month.

6 Ashift system is operation.
7 | don't work late the office very often. OVERTIME PAYMENT
8 Wehavealotofproblems _____ pay. Worker's name; (1) oo
9 Please write all meetings the diary.
Hours worked: A2 e asmaiismes
|0 They are having a meeting next week the
new sales reps. | Period ending: (5 e e e
; B
e Choose three of these areas. Write about your own Re/faave )
iti I t.
conditions of employmen Department: () ioidsiivinnisemhpmanonm s

hours overtime leave L
clothing health and safety

Working conditions Unit It 12




Speaking @)

Company history

The history of Volkswagen

How much do you know about Volkswagen? Work in pairs and do the
quiz below.

| The company was first registered in
A 1912, B 1938 C 1947.

2 The company produced its first car in
A 1920 B 1938. C 1947.

3 The company exported the first Beetle to the USA in
A 1949. B 1957. C 1976.

4 How many Beetles have been produced?
A 3 million. B about |12 million. C over 20 million.

5 The company opened a Chinese joint venture in
A 1977. B 1982 C 199%4.




Reading @

Read about the history of Volkswagen to find the answers to the quiz.

Volkswagen

Company history

a history

Ferdinand Porsche started work on the ‘people’s car’ with money he
received from the German government in 1934, First of all he
travelled to America to learn about car production. Then in 1938 he
returned to Germany, founded Volkswagen GmbH and started
production with his new American machinery in Wolfsburg, Lower
Saxony.

Commercial production stopped during the war and the factory and
its 9,000 workers fell into British hands in 1945. After the war the
British helped the local economy by ordering 20,000 cars but

decided not to take over the company as they did not think it had a
future. Instead, Heinrich Nordhoff took over as Managing Director and
the Volkswagen success story began.

Within five years annual production went from 20,000 to 230,000
cars and the company founded its first South American subsidiary,
Volkswagen do Brasil S.A. In 1949 the first exports to the USA arrived
in New York, where they were described as ‘beetle-like’ and the VW
Beetle legend was born. Thirty-two years later the 20 millionth Beetle
rolled off a Volkswagen de Mexico production line. In 1960
Volkswagen became a public limited company valued at DM600m.

The company continued its globalisation by setting up its own
production facilities in Australia (1957), Nigeria (1973) and Japan
(1990) while expanding into the USA (1976) and Spain (1986) by
buying car manufacturers. The company also set up a joint venture in
China (1982). Political events at the end of 1989 gave VW the
opportunity to move into central Europe, where it soon began
production in the former East Germany and expanded into the Czech
Republic.

Today Volkswagen AG is Europe’s largest car-maker with 242,770
employees and a turnover of $650n. Wwith new versions of two of the
world’s most successful cars, the Beetle and the Golf, the future for
VW looks every bit as bright as its past.

Choose the correct option to complete the sentences.

| Porsche produced the first Volkswagen car
A ten months after he received government money.
B three years after he received government money.
C four years after he received government money.

2 During the war the company
A stopped producing cars completely.
B stopped producing cars for sale to the public.
C continued producing cars as before.



3 The British did not take over the company because
A they did not think it would survive.
B they did not have enough money.
C Heinrich Nordhoff had already bought it.

4 Between 1945 and 1950 production increased
A every year by 20,000.
B from 20,000 to 230,000.
C by 20,000 to 230,000.

5 Volkswagen expanded globally by buying other car companies
A and forming partnerships.
B and building its own car plants.
C and also building new car plants and forming partnerships.

Vocabulary @) Find words in the text which mean the same as the following.

buy more than 51% of acompany
a company partly, or wholly, owned by another company .........cc.cennniinein
a company partly, or wholly, owned by shareholders ..o
worldwide expansion
organising and building afactory

o U1 N W —

income of acompany

? Past simple

o All regular past simple verbs end in ~ed, For a list of useful irregular
verbs, see the back of this book (page 157).

o Negatives are formed with didn’t.
The British didn’t think Volkswagen would survive.

e Questions are formed with did.
When did the company produce its first car?

Speaking e Work in pairs. Find out five things about the history of your partner’s company.

Company profiie

Vocabulary @) Match the company descriptions with the definitions.

| Asubsidiary is owned by shareholders.

2 A public |imitm is at least 519 owned by another company.
3 A parent company only administers other companies in a group.
4 A wholly-owned subsidiary has a controlling stake in another company.
5 A holding company is completely owned by another company.

Speaking @ Work in pairs. Your teacher will give you some cards. Read about the eight companies in
',i the MNE group and form an organigram of the group structure.

€ Work in pairs. Find out about your partner’s company today. Use the ideas below.
size turnover locations products markets subsidiaries

15 Uit 20 Company history



o Complete the history of the clothing company Gap,

Inc. Put the verbs in brackets into the correct past
simple form.

It started in San Francisco in 1969 when Donald G. Fsher

(I try) to buy a pair of jeans. He
(2 visit) store after store but only
(3 find) jeans departments that
(4 be) disorganised and difficult to

shop in. So in August that year Fisher and his wife Doris
(5 decide)
store that (6 sell)

to open a well-organised

only jeans.

The company soon (7 expand)

rapidly throughout the USA and in 1974 it
(8 begin)
products. Ten years later it (9 had)

550 stores and in 1983 it (10 buy)

Banana Republic, a mail-order business. In 1985 Gap

selling its own-label

President Mickey Drexler (I | have)
a bad experience buying dothes for his children so he
GapKids in 1986. The

following year the company (13 go)

(12 set up)

international with a store in London.

In 1991 the company (|4 announce)
that it would sell only its own-label merchandise. Gap,
Inc. now has stores in Canada, France, Germany, Japan

and the UK and turnover of over $5bn a year.

Write the following time expressions in the correct
group below.

December 23 July
Friday 1992
10.30 summer
Christmas Tuesday moming
the weekend the 1980s
in at on
December

Company history

9 Delete the verbs which do not go with the nouns.

stop found

a company

I

take over set up

own produce

a subsidiary

i

found open

continue stop

production

i

begin make

Exam practice

® Look at the list of industries A - H below.
@ For questions | - 5, decide which industry A - H
each person works in.

@ For each question, mark the correct letter A - H.

@ Do not use any letter more than once.

Financial services
Manufacturing
Telecommunications
Leisure

Retail

Construction
Pharmaceutical
Publishing

IOMmMOoO®EP>

| We have a chain of supermarkets all over Britain.

2 The company specialises in video-conferencing
facilities.

3 We invest our clients’ money on the stock market

4 Our company is involved in major engineering
projects.

5 | manage the local sports centre,

Exam practice

@ Your company has just received new company
brochures from the printers.

® VWrite a note to the Sales Manager:
« telling her the brochures have arrived
+ saying which department they are in
* asking her to collect her copies

immediately.
@ Write 30 - 40 words.




Unit 2b |

Company activities

Investing in central Europe

Reading @) Look at the diagram showing car company investment in central
Europe. Answer the questions.

VW (Mosel) VW (Poznan) Ford (Plonsk) Opel (Warsaw)
$1.8bn New car plant $30m Car and van plant $54m Car and van plant $17m Car assembly plant

!

Daewoo (Warsaw)
$1.34bn Bought FS Lublin
and FSO. New plants

FORMER <
EAST ‘ \
GERMANY POLAND \

L = . W 7
( CZECHREPUBLIC ~ B— 4
. e S
AN ‘ A
N .~ ;
—~) T — / SLOVAKIA /
S 7 '/,—5 \‘\’\‘7
N /
o ‘/"'
HUNGARY | /
Opel (Gliwi
VW (Miada Boleslav) e $2';gm‘ Ne'\:’ :a:?:)lant
$2bn Bought 70% of
Skoda. New car plant
I |
’——_ Fiat (Bielsko Biala)
VW (Bratislava) Opel (Szentgotthard)| | VW (Gydr) ﬁ;abzxf;:;:zﬁn:f
$120m Car assembly plant| | $390m New car plant $550m Car plant modéls

Who is investing the most in Poland?

Who is building a new car plant in the former East Germany?
Who is investing in five central European countries?

Which country is receiving the highest total investment?
Which country is receiving the least investment?

v AW N —

Grammar @ When do we use the present simple (I work) and present continuous
(I am working)? Write each description in the correct group at the top of
the opposite page.

general facts something happening now routines
states temporary situations changing situations




Present simple Present continuous

general facts

Stative verbs

We do not use the continuous form to express the following:
opinions (think, befieve)

senses (see, hear)

emotions (like, love)

ownership (own, have)

I think it's a good idea. (opinion)
a I'm thinking of changing my job. (process of thinking)

Speaking e Work in pairs. Why are companies investing so much in central Europe?

Driving eastwards

Reading @) Put the five extracts below into the correct order to complete the newspaper article.

Companies such as VW and Fiat S

Driving eastwards
By Paul Taylor

Istvann Mateew, a 32-year-old
production engineer, works at
Audi’s engine plant in Gyor,
western Hungary. He earns,
about $400 a week but he would
earn around eight times as much
for doing the same job in
Germany. Low wages are just

have other reasons for investing
S0 heavily in the east With
low-cost  Asian imports jn
western Europe, they believe
that c}xeaper production in the
cast is not only a way of
developing new markets but
also necessary for protecting
tl}osF at home. Moreover, the
big investors are already looking
beyond to the former Soviet

However, in spite of all these
advantages, not all car-makers
are ready to buy or build
production facilities in the east.
Some manufacturers expect
wages and costs to rise quickly.
Although there are signs that
wages are climbing, it will be
years before salaries reach

Union and the huge profits they western levels.

one of the attractions for the hope to make there

world’s leading car companies
that are investing in eastern and §} —~4———""

central Europe. ™
e ad

PO

g

Volkswagen, for example, is

dition 10 € cheap :?g;’;\r’ spel‘ldingl $1.8bn gln n:w car g:s(’ic
i .
Ine:gr(:us te Z‘k“’fzta‘r“_::\‘ake‘s 1o ‘:}r::grlrrrll::y?;tsrlt;err:or‘;r,mve‘; has
T O | e
centra! ever, modernising e n;
ttracts m;::: wing by‘;lk% Czech car-maker. Similarly, Fiat
fact tixatst cent ¥ It{:;S“b‘.‘c_ has acquired 80 per cent of
to A1 P€ dthe C h the FSM, the largest car-maker in
{ o polend 270 owth at HOME. L\ §  Poland, and is spending $830m
| ith ‘,0 ot car-makers ent on developing two new models
L world’s 128 petter P by 2002.

Company activities




e o §ay whether the following sentences are ‘Right’ or "Wrong'. If there is not enough
information to answer, choose ‘Doesn’t say'.

i Low pay is the biggest atiraction for investors.

A Right B Wrong C  Doesn't say

2 Central European governments are trying 1o attract inward investrnent.
A Right B Wrong C Doesn't say

3 Ceniral Eurcpean markets are growing faster than western markets.
A Right B Wrong C Doesn't say

4 FRat intends to buy the remaining 20% of FSM,
A Right B Wrong C Doesn't say

5 Wages in the east will soon be equivalent to those in western Europe.
A Right B Wrong C Doesn'tsay

6 The big car-makers are interested in sefling cars only in central Europe.
A Right R Wirong C Doesn't say

vocabulary @) Look at the words in italics in the text. Write the words in the correct group below.

Addition Contrast

and but

o Now use the words to connect the following ideas.

[ production is cheaper in central Europe / car plants are expensive to build
Praduction is cheaper in centrak Europe but car plants are expensive tobuild _ _
Although production_is cheager.in central Europe, car plante are expensive Lo buid.

2 Opel is opening a new car plant in Poland / it is opening a plant in Hungary

3 wages are lower in central Europe / workers are more flexitle

4 wages are increasing in eastern Germany / wages are | 5-25% fower than in the west

5 \j’\f& gas bought companies in central Europe J VW has built new factories there

6 wages are lower in central Europe / not the only reason companies are investing there

Speaking © Workin pairs. Draw a map showing your company's markets. Explain to your partner
what is happening in these places at the moment.

any activities



“ Complete the sentences with the present continuous
form of the verbs below.

grow invest build develop eam modernise

Siemens some new offices in
London.

We a new product at the
moment.

Markets in central Europe
rapidly and are now more attractive to large
companies.

They the offices this month
so it's very hard to concentrate with all the noise.
The department alot of

money in new computers at the moment.
Most workers more money
than before.

Put each verb in brackets into the present simple or

continuous.

2

They (work)

at the moment.
The company usually (spend) a
lot on foreign investment.
We (think)

central Europe.

Normally a car maintenance engineer in central
Europe (not / earn) as much as
an engineer in Germany.
They (build)

Poland this year.

Ford (not / invest) alotin
central Europe right now.

Central European markets (grow)

fast.

Some car-makers (think) that
the other companies (take) a
big risk investing so much in central Europe.
Central European governments (want)

to attract investment so they (offer)

generous investment grants at the moment.

a lot of overtime

about moving into

anew car plant in

10 Although wages (climb) . itwill

be a long time before they reach western levels.

Match the names, nationalities and activities. Then

write complete sentences.

Aeroflot is a Russian airline.

|
2
3
4
5
6
7
8
9
|

Aeroflot USA chocolate manufacturer
Nokia Switzerland airline
Reuters Russia food group
Timberland France software distributor
ABN Amro Finland bank
Daewoo Britain electronics company
Godiva Korea clothes manufacturer
Swatch Netherlands press agency
Softbank Belgium car manufacturer
0 Danone Japan watch manufacturer

Company activities

O o ~N o0 n A W N

Exam practice

® Read the newspaper article below about
Japanese car companies.

® Choose the correct word from A, B or C to fill
each gap.

® For each question, mark the correct letter
A BorC.

Japanese car-makers increase
European production

Japan’s third largest car manufacturer, Honda
Motors, has announced plans to build a third
model in England. The model, a small car to
compete (1) ..... the Ford Fiesta in the UK, will
be produced at its Swindon plant in south-west
England and not at a new location in central
Europe. The move will (2) ..... Swindon’s
output to 250,000 cars a year.

The expansion (3) ..... the decision in January by
Nissan, Japan’s second biggest car-maker, to
build a third model at (4) ..... Sunderland plant
in north-east England.

The car-makers’ plans come (5) ..... a time when
Japan’s biggest car company, Toyota, is
considering (6) ..... its third European model at
a new plant in northern France (7) .... than
expanding its present production facilities in
England. Toyota is already looking at a possible
location in a (8) ..... near the Belgian border. The
area has a very high rate of unemployment, so
generous government (9) ..... would be available
to the company to create new jobs.

Toyota’s strategy is to (10) ..... the French
market, where sales for all Japanese car-makers
have been weak due (11) ..... strong competition
from Renault and Peugeot-Citroén. Toyota
(12) ..... the plans were still being studied and
that a decision would be made early next year.

A for B to C with
A rise B raice C build
A results B follows C means
A its B its C his
A on B at C in
A building B build C built
A other B instead C rather
A country B land C region
A grants B fund C profits
10 A start B leave C enter
1A © B of C at
12 A told B sad C spoke

2



Exam focus: Vocabulary

Vocabulary in the examination

You are not tested directly on vocabulary in the examination. However, you
need to be able to deal with words you do not know in the Reading and
Listening Tests. You also need to build your vocabulary so that you can read
and listen successfully in the examination.

Understanding words
During the Cambridge BEC Preliminary examination you will have to

guess the meaning of words from their type and the context. Match the
following types of words with the examples.

verbs\ sharp, interesting
nouns buy, produce

[

2

3 prepositions a, the

4 articles which, that

5 connectors industry, company
6 adjectives on, with

7 adverbs but, although

8 relative pronouns slowly, soon

What type of word can fill each of the following gaps? Now complete
the sentences.

| There was a rise in the number of unemployed.
2 | spoke to someone the Marketing Department.
3 | expect the orders to arrive .

4 Here are the brochures you asked for.

5 Barbara works for same company as me.

6 | like the job the money isn't very good.

7 The company invests a lot of money in

Try to guess the meaning of the words in italics from the information in
the rest of the sentence.

[ | would like to live in the city centre. Every day | have to commute to
work and the train can be very slow!

2 The bank offers very cheap mortgages for people buying their first house.

3 We're going to launch the new product next week with TV
advertisements.

4 Would you like me to staple all the pages together? Then if you drop

them, it won't matter.

The company has cut jobs despite making large profits last year.

We've had a lot of telephone enquiries about the new product.

7 You don't need to worry about the expense of a taxi. The hotel has a
courtesy bus which will take you to the airport whenever you want to go.

oN N




Speaking @

Exam focus: Vocabulary

Storing new vocabulary

As you learn new words on your course, it is important to store them effectively. You
will need to find these words quickly, add to them and practise them. What are the
advantages and disadvantages of storing new words in the following places?

In your course book in the unit where you learn them
On a separate sheet of paper

In a separate vocabulary book in alphabetical order
On cards

On a computer

Look at the following ways of storing vocabulary. Which do you use?

Diagrams
Diagrams clearly show relationships that have some kind of hierarchy.

INSURANCE COMPANY
| | ! T T
sales accounts claims legal
[

l
[ 1 ]
direct sales brokers agents

Tables

These are particularly good for showing how words are used together. By using tables, you
learn vocabulary in groups rather than single words. Write example sentences to make the
table even more effective.

a meeting a conference a training session an appointment
have v v v v
hold v v v
attend v v v
arrange v v v v ‘J
Keywords

You can show which words combine with a keyword. You also need to write example
sentences.

E i d

‘tro.vel. C.Ompa_ny

home policy
o clairm

Life PTLJ

2
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Scales

Groups of weords that all measure the same thing can be stored together in order. The scale
does not provide context 50 you need 1o write example sentences.

Frequency words

Word fields

if a group of words is connected with the same tapic, stare them in a word field. Decice
what the topic word is and place the other words around it. |t does not matter what type of
word they are, Then write example sentences.

bnfer Size
cle

dorwarale crense
oo breal inko W&M
My campany ha> izeased s ars O te danafic roasal
Ne. ence the Ensgipan madlel Bt Yeat

M#—

9 Work in pairs. Now jook at the groups of words below. What is the best way of storing
them?

| slighty, steadity, sharply, dramatically
comrmission, contract, target, results, figures, executive

tad S

send a package, send documents, send a shipment, send a letter,
post docurnents, post a ietter

group, holding company, division, subsidiaries, offices
pengion, safary, leave, hours, duties
a long time ago, recently, currently, in the near future, long term

chairman, sales director, regional sales managers, sales executives, agents,
head of production, production manager, shift managers

RS N R 8

8 merchant bank, bank loan, bank sransfer, bank manager, invesiment bank

3 Exam forus: Vocabulary



Vocabulary cards

@ Cards can be an effective and flexible way of learning vocabulary. You can read them on

Exam focus: Vocabulary

the way to work if you travel by bus or train. Look at the example below and make
cards for the following words. Use a dictionary to help you.

equipment steady available receipt

a translation

subsidi lar:j /
g\\amﬂ)
dia (Tochterge
pronunciation ff"'subg : rﬂw

-Q ﬁs A aidw’ﬁ_ _examples
Covntatie rov . o Gl

word grammar// m‘i:‘i; ®

other useful words

a definition

Building your vocabulary

Many words have several forms (produce, production, producer, productive and
productively). Look at the following ways of changing the forms of words.

Change Add Example

Noun to verb -ise globalise, standardise

Verb to noun -tion/sion/ment  confirmation, employment
Verb to person/company/machine -erfor manufacturer, investor
Adjective to noun -ity/ty probability, loyalty
Adjective to adverb -lylily normally, steadily
Adjective to its opposite un-/im/in uninteresting, improbable
To add the meaning “do again” re- relaunch, rewrite

Work in pairs. How many different forms of the words below can you think of? Use a
dictionary to check your answers.

possible develop operate safe
general organise private employ

Now write example sentences for two forms of five of the words.

2
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Telephoning

Getting through

Listening1 @) Clare MacPherson is a receptionist for Baker and Kerr, a manufacturer

of cosmetic products. Clare takes six calls. Listen and number the
descriptions of the calls.

A
B

The receptionist connects the caller.

The caller leaves a message.

C The caller will phone again soon. 1

D The caller will phone again later.

E
F

The caller was cut off and phones again.

The caller waits for a short time then the receptionist connects her.

@ Look at the telephone phrases below. What are the possible responses?

o N oA WN

Who's calling?

Can | take a message!?

Can | have extension |84, please?

Can | speak to William Grogan, please?
Do you know when he'll be free?

I'm returning her call.

Is Keith available?

We were cut off.

Now listen to the conversations again. How do the speakers respond?

" Immediate decisions with will

We use will to express an immediate decision, offer or promise.
(In spoken English will becomes "II.)

I'll call back in about ten minutes.

I’ll put you through.

© Match the telephone phrases below with the responses.

" AW N

I'm afraid the line’s busy. It's OK. I'll phone back later.
Can | have extension 236, please? It's OK. I'll hold.

I'm afraid he isn't in the office. Sorry, I'll try to reconnect you.
Could you tell Sarah that | called? I'l put you through.

It's Dave Rogers again for Joe West. OK. I'll give her your message.

We were cut off.




Reading @) Work in pairs. Look at the maze below. Use the language in the squares to
make a telephone conversation. To start, find the correct square. Then follow
the conversation to the end. Move in any direction except up.

Good moming.

Anna Jones
speaking.

Extension 471,
please.

I"m sorry. Could
you repeat that?

Hold the line,

please. I'll put

you through to
Sales.

Yes, I'll tell him

that. Shall | ask

him to call you
back?

Good morning.
Davis and Sens.
Can | help you?

Hello Anna. It's
Marion again. We
were cut off.

I'm calling about
a problem with
the delivery dates.

RSL.

I'm sorry. He
won't be free until
this afternoon.

I'm sorry, the
line’s still busy.
Can | take a

‘o message?

Hello. My name’s
Pete Brown. Can
you put me
through to Craig
Wilson, please?

I'm afraid he's in
a meeting. Can |
take a message?

Could you repeat
the name of the
company, please?

The line’s busy at
the moment.
Would you like to
hold?

OK.

Yes, please.
Could you tell
Ms Symes Ill
have to cancel

our meeting on
Thursday?

Good morming,
Walton's. Can
help you?

Alan Murphy'f"mﬂ*

RSL Finance.

Right. I'll call
back later. Thank
you.

I'm afraid | can’t

hold. Could you

take a message,
please?

Could you repeat
your name,
please?

Fine,
Mr Murphy. I'll
give her your
message.

b ="
He should be ¢
available in cbeut

an hour.

Did you say ‘F’
for Freddie or ‘S’
for Sugar?

It's 'S’ for Sugar.

Alan Murphy.

Yes, I'll tell
Ms Lewis it's

urgent. Thank you.

Bye.

Il ask her to call
OU as 500N as
- ossible.
¥ m-"\. L]

2
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Speaking € Work in pairs. Choose two squares from the maze. Make them into a conversation.

Beasons for calling

Listening 2 @) Clare takes another call. Listen and complete the message.

s T —

.....................

@ Listen again. Write the phrases that the speakers use ...

e to ask for spelling
e to give the reason for calling
e to check what the other speaker said

Speaking € Work in pairs. Student A: Look at the Activity sheet on page 125. Student B: Look at
the Activity sheet on page 129.

27 Telephoning




@ ook at the telephone conversation below. Put the

conversation into the correct order.

Receptionist

Thank you, Mr Abraham. I'll give Mr Green the
message.

I'm afraid the line’s busy. Can | take a message?
You're welcome. Bye. '

Good morning, Priory Hotel.

And what's the message, please?

Could you spell your surname, please?

Did you say 7.15 or 7.50?

U

aller

Yes, please. Could you tell him Alan Abraham
called?

Thank you very much.

o0 0 O00oo0oo

Could you tell him I've booked a table at Marcel’s
restaurant for 7.5 this evening and I'll meet him

there?

A-B-R-A-H-A-M.

Hello, could you put me through to Mr Green in
room 105, please?

D 7.15. Quarter past seven.

(H] N

Robin Hobson applies for a job at Baker and Kerr. He
telephones to arrange an interview. Read the
conversation and fill the gaps.

Clare Baker and Kerr. Can | help you?
Caller Hello, I'd like to speak to Louise Sanderson,

please.

Clare I'm afraid she's out of the office this morning.
Q) ?

Caller Yes, please. My name’s Vic Hobson.

Clare (2) !

Caller H-O-B-S-O-N.

Clare (3)
B-S or P-S?

Caller B for book - S. (4)
the position as sales executive.

Clare Yes!

Caller Ms Sanderson left a message on my voice-mail

asking if | could come for an interview at 2pm
on 16 May. (5)
that Il be able to come then?
Clare So, that's 2 o'clock on |6 May.
Caller That's right.
Clare  Fine. (6)
Caller Thank you. Bye.

Telephoning

Exam practice

® Look at questions | - 5.

® In each question, which phrase or sentence is
correct?

® For each question, mark the correct answer
A, BorC.

Sally phoned. She said your e-mail was deleted|
by accident. Could you send it again?

The e-mail message

A did not arrive,

B was sent to the wrong address.
C was destroyed.

2 Ms Haan called. Our or_de_r:'-a been deéay;d__

due to problems with a aupplisn

The order has

A arrived late.

B not arrived yet.
C been cancelled.

e Tlascday B |
| uesaay, opm
| Alex ]
Sebastian Page returned your call from
yesterday. He'll try again in the morning.

Sebastian Page is going to

A call Alex tomorrow.

B wait for Alex to call back later.
C call Alex again later today.

UFPS called to say theyll collect the
parcel at 3 o'clock this afternoon.

The delivery service

A will pick the parcel up today,

B intends to deliver the parcel at 3pm.
C came for the parcel at 3pm.

5| Chris
Call Annette Pohl. She's on her way toa |
meeting so try her mobile on
0466 260 57.

Annette Pohl is in

A her office,
B ameeting.
C hercar.

a» =




Unit 4b

Internal communication

(3
T A

Memos, notes and notices

Reading ) Danos is 2 manufacturer of office furniture and supplies. Look at the

examples of the company’s internal communication below and find the
following information:

e the company's markets ! %M'
e some of the company's activities
e where it is based.

MEMORANDUM

To:  All National Sales Managers
From: Henry Wallace

Sales Director
Date: 10 July 2001

INTERNATIONAL SALES CONFERENCE

Our International Sales Conference will take place from 30 October to
1 Noverber in Rome. [ will send details of the hotel later. Please go ahead and
hook your flight to Rome now. Please note that you need to arrive in Rome by
15.00 on the Friday and stay until 16.30 on the Sunday. It is essential that
everybody books an APEX flight or equivalent. Please contact me in case of any
difficulty.

W—‘. )

THE YEAR
SPERSON OF
SA‘-E mpo Ssible as there

Imost i :
- § the Year has been 2 of her work in
The decision for Saie;xpece‘}“‘e:t%a{oﬂnames. F’iwe‘;if't:ecause
hove beenuiodrzalgig-term fall in sales, the prize goes 10 30{
furning 1o paula Stuart C { ‘
(Madrid office) an't find name o bl no 4
tions to Pauld who wins a holiday in i Nwl Sed m‘o Phovad abont
o .
i il Xalg range. | youve
Mo RSRp?
Thanks,
MEMORANDUM

To:  Managers (L AL N

From: Sarah Longman
Accounts Dept

Date: 4 July 2001

Salary sheets for the third quarter should arrive at Manchester Head Office

by the following dates: For August: Thursday 23 July
For September:  Thursday 21 August
For October: Tuesday 23 September

NB Please send salary details by GUARANTEED DELIVERY.




@ Answer the questions below.

When is the next International Sales Conference? l
What is the prize for Salesperson of the Year?

When do salary details for August have to arrive at Head Office?

Who is the Head of the Sales Department?

Who is meeting on 14 July?

What has Mike lost?

N U1 D W N —

9 Read the documents on the opposite page again. What are the differences between
memos, notes and notices?

Functions G Look at the memos and notes again. Find phrases to express requests and obligation/
necessity. Put them in the groups below.

Requests Obligation/ necessity

please (send ...) you heed to (arrive ...)

Speaking @ Work in pairs. Find out what kind of written communication your partner uses at work.
How efficient is internal communication where he/she works?

Writing memos

Listening1 ) Sarah Longman calls Henry Wallace to talk about expenses. Listen and take notes.

ANOS

OFFICES

> Writing memos

It is not necessary to use very formal language when writing memos. We
often make requests with simple forms such as Please ... and Could you ...

Flegse inform the secretary by 24 November.
Could you please inform

Writing @ Now use your notes to write the memo Henry needs to send his salespeople.

Internal communication




I Writing e-mails

Speaking @) Work in pairs. Say the e-mail and website addresses below. Use the following words to
help you.

@ = at . = dot : = colon / = forward slash
[ http:/Avww.ikea.com

2 morgan_i_t@zig-zag.de
3. www.thebritishmuseum.ac.uk/

4 c_jones\7| @dfe.org.nz

@ Now take turns in saying and writing down other e-mail and website addresses

Writing €  E-mails can be quite short and may contain contractions and other characteristics of

spoken English. Look at the e-mail and Henry’s note below and use them to write an
e-mail to Sue. Write 30 - 40 words.

¥ Meeting - Pricing Stiategies - Message [Flu:h 'Ienl]

| Fle Edt yiow Insert Fomat ooks Actons

tip: |Clsend | @ 4 %[0 |00 ! T v |
Writing tip: . .
When you writé 0.0 |]mwm_m
e-maile alway® think Lo II_
about your 6 | —
relationship with Subject |Meeting ategies J
the person You Henry -
e Writing To. Don’t forget Mike's going to Helsinki tomorrow and we
: need to arrange a meeting to discuss our priclng

strategies.
\ | can you call him before he goes?

Sue

Listening2 @) Karen Mitchell receives a phone call from John Woods, the Head of Human Resources.
Listen and take notes. Then write an e-mail for Karen to send to Steve Cooper.

p

Internal communication

S



0 Look at the memo below from john Woods to all

Training Officers. Rewrite it as a personal note from MEMO
John to Karen Mitchell. Write 30 - 40 words. fo:  Marketing Dept

From:

To:  All Training Officers

From: John Woods
Human Resources Manager

Date: 14 January 2001

There will be a meeting on Tuesday 2| January to
discuss the training schedule. Please prepare your
proposals by |8 January and make sure that
everyone has a copy in advance.

Thank you

Karen

e Exam practice

e Elizabeth Sharp is going to be the new Human
Resources Manager at your company.

® She is going to visit your office to learn more
about the company.

John @ Write an e-mail to all staff:

* explaining who she is

= saying when she will be in the office

* asking staff to introduce themselves to

0 Use the note and diary page below to write a memo her.
to all staff in the Marketing Department. Write 30 - e Write 30 - 40 words.
40 words.
Alex To: All staff
From:

Could you organise a meeting on Tuesday with all
the Marketing Department to discuss our new
brochure and then send a memo to inform them
about it?

Look at my desk diary for the best time. We'll hold
the meeting in the boardroom and | think it'll take
about an hour.

Tuesday 8 June
Thanks 09.00 Meeting with Paul Ross
9.30-10.30 - ‘

10.00

[1.00 ‘

2.00 Lunch with Stuart Fraser ‘ |
12-1.50
13.00 |

Internal communication Unit<b 32




Facts and figures

An annual report

Reading ﬂ Look at the extracts from the Millennium Software 1998 Annual Report.
Are the sentences on the opposite page ‘Right’ or ‘Wrong'? If there is
not enough information to answer, choose ‘Doesn't say”.

Chairman’s Statement

Last year saw both the continued development of trends within the
industry and some unexpected results. The domestic British market saw
further steady growth but could be overtaken by US sales next year. As
in 1997, sales in the USA rose sharply with the successful release of three
new computer games. However, hopes of the European market showing
the same rate of growth were affected by a strong pound.

Computer games increased their domination of sales in 1998 with the
football game The Golden Boot: France 98 selling over 100,000 units in
World Cup year. Other sports titles are now amongst the company’s top
brands.

The company also enjoyed a sharp rise in sales of educational products.
Our new range of interactive multimedia products, Schoolware,
launched in late 1997, is now a top-selling brand. Further Schoolware
titles to be launched this year should ensure continued growth in this
market.

Sales figures for 1998 show very clearly the changing face of the
company’s activities. Millennium Software is now a producer of
entertainment and educational products. in order to adapt to these
markets, the company will have to expand by increasing its product
range and reducing its development times.

Moreover, the company faces new challenges in distribution. Large retail
chains with pan-European buying power are becoming increasingly
dominant in the distribution of computer software. These superstores
now offer competitive prices and a narrow product range based on top-
selling titles. With computer shops, they now account for nearly two
thirds of sales.

awy Mateeo s

David Matthews, Chairman

4 Annual Report 1998

1998 distribution Top selling Millennium Sales per games

titles 1998 machine as %
S Title Units PlayStation 42%
Diepartment stares S8y The Golden Baot 112.000 e
Indepersclent 73 Road Rage Ill gipag MimencelRe -
Wholesalers 19% Tournament Golf 98 51,000 PCs —
Superstores 39% Law & Order I 48,000 i .

Virtual Ninja j9.000  Sesa Satum 6%

Computer shops 25%

Club Manager 98 22,000




| Superstores sell more Millennium software than computer shops.

A Right B Wrong C Doesn't say
2 PCs are the most popular games machine for Millennium games.
A Right B Wrong C Doesn't say
3 Sales increased sharply in the company’s home market last year.
A Right B Wrong C Doesn't say !
4 The Golden Boot sold more copies in France than Britain. -
A Right B Wrong C Doesn't say |
5 The company is developing its range of multimedia educational software. i
A Right B Wrong C Doesn't say :
6 In future the company will have to produce new games more quickly.
A Right B Wrong C Doesn't say
7 Superstores sell a wide range of computer software.
A Right B Wrong C Doesn't say

Speaking @ Work in pairs. What will be in the Chairman’s Statement in the next Annual Report of
your partner’s company?

Describing graphs

Reading ) Read the sentences below about Millennium Software’s performance. Write a letter
from the diagrams next to each sentence.

10,000 =

Regional sales

o)
7,500 = E j
@

o000

T T T 1
1994 1995 1996 1997 1998

7 Sales by product range

Linits 000

) | (G o @

7 | Annual Report 1998

| After a fall in 1995, sales in Asia recovered and then levelled off. @

2 There was very strong growth in sales of computer games from 1995 to 1998.

3 Sales in Britain improved steadily throughout the period from 1994 to | 998.

4 Sales in the USA fell slightly in 1995 and 1996 before a strong recovery in 1997, followed
by a sharp rise in 1998.

5 Sales of educational software remained steady until 1997 but increased sharply in 1998.

6 There was a steady decrease in sales of office software from 1995 to 1998.

7 Sales in continental Europe grew from 1994, peaked in 1997 and then dropped sharply.

8 Sales of communications software remained steady throughout the period.
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Vocabulary @ Complete the table below.

Verb Noun

Infinitive Past simple

fall wafele L afall...
dop L e hesseanis
.............................. a decrease
INCrEASE e
521 - S @ L W

o s v growth

improve PR © Ty
recovered e
peak i i

o Look back at the adjectives and adverbs in the unit. Complete the information below.

> Adjectives and adverbs

e Adjectives give information about
There was a sharp rise in sales of computer games.

e Adverbs give information about or
Sales of computer games rose sharply last year.
Educational software is becoming increasingly important.

@ Complete the descriptions of Millennium Software’s net sales and net income.

Net sales (£m)

1994 1995 171996 1997 1998 1994 1995 1996 1997 1998

Net income (£m)

Net sales remained (1) at £17m After net income (5) by £0.25m in
in 1994 and 1995 then rose (2) in 1995, there was a strong (6) in
1996 to reach £21m. This was followed by further 1996 due to increased sales and reduced costs. This
growth as sales (3) at £22m in was followed by a further (7) in
1997. However, as a strong pound began to affect net income of £0.7m over the next two years: it grew
exports to Europe, net sales fell (4) (8) from £1.4m in 1996 to £2.1m

in 1998.

6 ‘ Annual Report 1998

in 1998.

© Underline the prepositions in Exercise 4. Then complete the following sentences.

Operating costs

£12m

E10m

Speaking @

s

£10m.

| There was a fall operating costs.
2 Operating costs fell £12m

3 Operating costs fell £2m.

4 There was a fall £2m.

Work in pairs. Student A: Look at the Activity sheets on pages 125-126. Student B:

Look at the Activity sheets on pages 129-130.

Facts and figures




“ Use the words below to label the pictures.
peak remain steady
rise level off

D

A

D

prepositions.
in at by from
| Last year there was a drop net sales
9%.
2 Market share increased 3%, up to 8%.
3 Net sales peaked £22min1997.
4 European sales went £4.2m to £3.0m.
5 Sales levelled off £5m in 1998.
6 Costs rose £3.3m. This was a rise
10%.
7 Office software sales felt 10% in 1997.
A strong pound meant a fall exports in
1998.

0 Match the following words.

| retail brand
product\ chain

2

3 net income
4  top-selling report
5 annual launch

fall

recover

C/-—>
N

o Complete the sentences with one of the following

e Write a short description of the graph below.

50_  Sales of computer games as % 1995 - 1998

1

40

I
1995 1996 1997

l adventure .a{_:tion . sports
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Exam practice

® Look at the charts below. They show the orders
for eight different companies over three years.

® Which company does each sentence | - 5
describe?

® For each sentence mark the correct letter A - H.

® Do not use any letter more than once.

A B

\/

1999 ' 2000 ' 2001 1999 ' 2000 ' 2001

\

1999 ' 2000 ' 2001 1999 | 2000 ' 2001
E F

1999 | 2000 ' 2001 1999 1 2000 ' 2001
G H

S

1999 1 2000 ' 2001 1999 | 2000 ' 2001

| After a sharp drop in' | 999, orders recovered for
twelve months and then fell again in 2001.

2 Orders rose sharply in 2000 but peaked at the end of
the year and then fell back to their 1999 levels.

3 Orders remained steady between 1999 and 2001.

4 The order books showed strong growth
throughout the three year period.

5 After decreasing steadily for two years, orders
finally levelled off and began a recovery in 2001.

%




Performance

Measuring performance

Listening 1 o First Great Eastern is one of 25 private rail companies operating in
Britain. The company’s Communications Manager, Juliet Sharman,
makes a presentation to possible investors. Listen and complete the
information below.

Frst 65
Great Eastern

In 1994 the British Rail network was divided into 25 regional
companies in preparation for privatisation three years later. The
figures below show changes in the performance of the company
during the preparation for privatisation.

\-\‘ Fig 3. Annual growth in passenger revenue
Hp,: . . 10
Privatisation :
has been a 8
huge success % 6

for First Great [elelu

Eastern.”

luliet Sharman

wnications

199371994 1994/1995 1995/ 1996 1996/1997

Fig 4. Reliability and punctuality

100%
e
95% e smhiabality
........ puncluality
5%
1993 1994 1995 1996 1997

First Great Eastorn Raiways Limited page 8

@ Listen again and answer the questions.

| When did First Great Eastern become a private company?

2 What is the name of its parent company?

3 How did the company increase revenues in 1995/961

4 Why have some privatised rail companies been in the newspapers recently?
5 Why has Juliet not given the punctuality figure for 19977

SO —




® an action at an unfinished or indefinite time

® asituation that started in the past and is still continuing

® an action that happened at a definite time in the past

® achange that affects the present situation

Now write descriptions in the correct groups below.

Present perfect Past simple

unfinished or indefinite time

)> For and since |

e For is used with periods of time such as days, months and years.
I've worked here for three months now.

e Since is used with points in time such as Monday, July, 1996.
We've lived here since 1995.

© Match the sentence halves about First Great Eastern.

| Revenue growth was slow —. the last two years.

2 The company has been privatesince\ before privatisation.

3 FirstGroup bought the company so far this year.

4 Reliability improved steadily 1997.

5 Revenue has increased sharply over between 1993 and 1995.

6 The company has not published any figures when the network was privatised.

Speaking Q Find people in your group who have done the things below.

Then ask three follow-up questions. Find someone who has ... Speaking tip:
To k&ep a
e been to a conference this year. Cotversation going,
e changed jobs this year. follow yp 41 ¥es/no
e worked in a foreign country. UCELI0N5 With more
e done some kind of training this year. ! OPen questions
e been promoted in the last five years. (Whenz why
N e
‘ ==
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Explaining resuits

Listening2 @) Juliet Sharman finishes her presentation and the investors ask her questions. Listen and
complete the notes below.

[ - 00 Eastern

y

 Dntrast plaas f

; /Pw/,FJﬂ i s fm /)

""-\vi Liverpool Street Statien, London
@ Listen again and choose the correct option to complete the sentences.

I The railway track that First Great Eastern uses belongs to
A the company.
B another private company.
C the Government.

2 The company is spending £9m in order to
A improve the condition of the track.
B build new stations and improve punctuality.
C improve customer service and reliability.

3 The company's biggest costs are paying
A other companies for the track and trains.
B the Government so it can operate services.
C for new stations and facilities.

> Reasons and consequences

e We can talk about reasons with the following:
Reliability fell because of/due to problems with the track.
That’s why we're improving our service.

e \We can talk about conseguences with the following:
Our costs are fixed so we have to increase passenger volumes.
There will be less financial support. Therefore, we have to increase revenue.
The investment will lead to/result in better customer service.

Speaking € Work in pairs. Write five resuits or changes that have happened in your company on a piece
of paper. Give the paper to your partner. Find out the reasons for the results and changes.
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0 Re-arrange the words to make presentation phrases.

[ you'll / the / notice
You'll notice the ...

2 I'd/at/with/a/ like / begin /look / to

3 as/can/you/see

4 the /clearly / shows / graph

5 I'd/at/like /to /you / look

[ep8

I'd /to / your / like / to / draw / attention

Complete the presentation. Put the verbs in brackets
into the present perfect or past simple.

Good afternoon everyone. Welcome to the presentation
of the company’s half year sales results. As you can see,
this year (| be)
and the company (2 already/achieve)

very successful 'so far

many of its targets for the year Our sales people

(3 work) very hard and the
department (4 perform) very well,
The success is especially pleasing when you think back to
the problems we (5 have) last
summer. Sales (6 be) down by 10%
and things (7 not/look) ~good atall. We
(8 make) some difficult decisions last

year, which a lot of people (9 not/be)
happy with. However, since then we're happy to say that
performance (10 improve) sharply.

Write sentences linking the following ideas.

| the £9m investment =¥ better custorner service
The £9m ,

2 new trains =» more reliable service

3 the number of delays increased €= track problems

4 we can't raise prices =» we have to increase volumes

5 customer satisfaction has improved € better facilities

6 reduced ticket prices =¥ an increase in passenger volumes

Performance

Exam practice

e Look at the graphs below. They show a
comparison of the quarterly sales figures for
2000 and 2001 for eight different companies
A-H.

® Which company does each sentence | - 5 describe?

e For each sentence, mark the correct letter A - H.

e Do not use any letter more than once.

1 2 3 4

| Sales fluctuated dramatically in 2000, whereas 2001
saw a steady decline in sales.

2 Sales rose steadily throughout the two-year period,
but the increase was more dramatic in 2001,

3 Although sales in 2000 reached a peak in the
second quarter, this was the worst peried for
sales in 2001.

4 Sales remained steady for most of the two-year
period despite a sudden fall at the end of 2000.

5 Sales started slowly in 2001, before recovering in
the third quarter, in contrast to the previous year
when sales declined steadily.

o




Exam focus: Reading

The Reading Test

The Cambridge BEC Preliminary Reading Test has seven questions.
Questions |-5 test general comprehension. Question 6 specifically tests
your knowledge of grammar and vocabulary. Question 7 tests your
ability to process information accurately.

Part Input Task

| 5 short notes, messages, Muttiple-choice
adverts, timetables etc.

2 Notice, list, plan etc. Matching
3 Graphs, charts, tables Matching
4 Letter, advert, report etc. Right, Wrong, Doesn't say

(150 - 200 words)

5 Newspaper article, advert etc. Muttiple-choice
(300 - 400 words)

6 Newspaper article, advert etc. Multiple-choice gap-filling
(125 - 150 words)

7 Short memos, letters, notices, Form-filling, note completion
adverts, etc.

Length: The Reading questions should take about 60 minutes of
the Reading and Writing Test.

How to succeed

Here are some important tips for doing the Reading Test.

Read all instructions carefully.

Read through the whole text once before looking at the questions.

Read through all the questions before answering Question |.

Read Question | again and then look quickly through the text for the
answer.

Underline the answer in the text - it will make checking quicker.

The questions are in the same order as the answers. If you are confident
that an answer is right, begin looking for the next answer from that point
in the text, not from the beginning.

Leave difficult questions and return to them later if you have time.

Only write one answer for each question.

Never leave a question unanswered. If you are running out of time or
really have no idea, guess.

Use any time you have left to check your answers.



Part One

Reading tips
| Read all three options before answering.
2 Be careful of negative forms.

Questions | - 5

e Look at questions | - 5.

e In each question, which phrase or sentence is
correct?

e For each question, mark the correct letter
A BorC.

I am sorry but the parts will not be
available until 25 January.

The parts can be delivered
A immediately.

B before 25 January.

C after 25 January.

Mr Ranson called while you were on the
phone - he'll try again this afternoon.

Mr Ranson

A promised to call back.
B left a message.

C was put through.

3 Congratulations to Vanessa Clark on
her promotion to Brand Manager.

Vanessa Clark works in

A production.
B marketing.
C finance.

Part Two

Reading tips

| Read all the information before answering.

2 Do the easy questions quickly and then see
which possible answers are left.

Questions 6 - 10

e Look at the list below. It shows the contents
of a company’s Annual Report.

e Decide in which part of the report (A - H)
you would find the information (6 - 10).

e For each question, mark the correct letter
(A -H).

Stella Group Plc

Annual Report

Chairman’s Statement
National Sales Reports
Review of Subsidiaries
Changes in Key Personnel
Group Organigram
Auditor’s Report

Profit and Loss Account
Balance Sheet

T OGTMMOO W »

Sales were good but distribution problems
led to a slight drop in profits.

The company had problems with
A producing enough goods.

B delivering enough goods.

C selling enough goods.

O Tick if you wish to make an
immediate purchase.

You have to tell the company if you want
A to buy the product.

B more information.

C a product demonstration.

Exam focus: Reading

-

6 A statement of the company's income and

expenses.

7 The names of new executives and board
members.

8 A look at the performance of smaller companies
that Stella owns.

9 A list of what the company owns and owes.

10 A statement by the company that checked the
financial reports.

o
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Part Three

Reading tips

| Look at the graphs and try to predict vocabulary
describing direction (rise, fall) and the strength
of movement (steadily, sharply).

2 Read all the sentences before answering.

3 Be careful of words such as but, despite etc.

Questions 1| - |5

e Look at the graphs below. They show
unemployment in eight different regions
compared to the national average.

e Which region does each sentence Il - I5

describe?
e For each sentence mark the correct letter
A-H.
e Do not use any letter more than once.
A " B
National Regional
' E 1 :
‘ |
1998 1999720002001 199871999 72000"2001
C
DD
19981199971200072001 19987199972000"2001
E

/

||

\

| — I

=

1998 11999'2000'2001

||
]
||
|

199811999'200012001

]

1998 1199920002001

1998 1199972000"2001

I 1 After an initial fall, unemployment figures
remained steady before showing a slight
increase, in contrast to the national situation.

12 Unemployment fell steadily throughout the
period and remained below the national average.

13 Despite a drop in the national average, the rate
of unemployment remained steady for two
years before falling in 2000.

14 Although there was a fall in the national average,
unemployment in this region rose sharply at the

end of the period.

15 After rising steadily, unemployment finally began
to reflect the national situation and decreased.

Unit 6

Part Five

Reading tips

| Read through all the text first,

2 Read all questions before answering.

3 Begin with question 16 and work through the
text

4 Never leave a question unanswered.

5 When you have finished, check all your
answers,

Questions 16 - 21
e Read the Chairman’s Statement below and
answer questions 16 - 21 on the opposite

page.

Chairman’s Statement

Despite the appearance of a new competitor on the
market the company continued to grow and increase
its market share throughout 2000. Partly in response
to this new threat but, more importantly, as part of a
strategy for growth, several key decisions were
taken this year. The most significant new
developments included a range of vitamin rich
children’s drinks and low calorie diet drinks, which
both proved very popular.

The company is still best known for its range of
refreshing fruit drinks and, not surprisingly, these
were our biggest sellers once more. There were two
new additions to the range last year, Squish! and
Liquid Sunshine, both of which have a distinctive
Caribbean flavour. The first sales figures suggest
that our expensive TV advertising campaign was
very successful and that these products will soon be
as popular as the rest of the fruit drink range.

Growth in the keep-fit and health markets meant our
energy drinks did well in 2000. Sales of one brand,
Booster!, were second only to fruit drinks in April.
The strength of this particular market also explains
the success of our new diet drinks.

There were, however, big differences in the
performance of our older products. The company’s
oldest product, mineral water, continued to enjoy a
healthy share of a very profitable mass market. It
seems our customers are still happy to stay with the
brand despite the increasing number of competitors’
products. Unfortunately, the same cannot be said of
our Ice-T and Chocomania drinks. Sales showed an
initial increase in the summer after we re-launched
both products but customers soon bought other
brands and total annual sales for both product
ranges were disappointing.

The company also said goodbye to its own brand of
cola, launched in 1998. After two unsuccessful years of
trying to break into the huge cola market, 2000
looked like being another poor year. The company
finally accepted that it had made a wrong decision
and stopped production in September of that year.

Exam focus: Reading



Questions 16 - 21
e For questions 16 - 21, choose the correct
answer.

e For each question, mark the correct lette’
A BorC.

16 What was the main reason the company
decided to launch its new product ranged
A 1t faced increased competition.
B It wanted to enter new markets.
C It initiated a policy of expansion.

17 The new fruit drinks cost a lot of money to
A develop.
B produce.
C launch.

18 The best selling drinks in April were
A energy drinks.
B fruit drinks.
C diet drinks.

19 The company’s brand of mineral water has a
A small share of a small market.
B large share of a small market.

Questions 22 - 33

e Read the newspaper article below about a
new alliance in the packaging industry.

e Choose the correct word from A, B or C
below.

e For each question, mark the correct letter
A BorC

The Big Number

The country’s demand for telephones, mobile
phones, faxes and the Internet is growing at an
increasingly fast rate. In fact, it is growing
22) ... quickly that our telephone numbering
system needs re-organising (23) ..... some major
changes will have to (24) ..... made.

These changes, (25) ....., will make the system
simpler and easier to use. It is (26) ... an
important task that all the UK phone companies
are working together to make (27) ..... changes.
The changes will (28) ..... only make hundreds
of millions of new numbers, but they will
(29) ..... bring order and flexibility to the system
for years to come.

C large share of a large market.

30) ..... main changes are due to happen

20 Sales for Ice-T and Chocomania (31) ..... now and the year 2002, which will give
A rose and then fell again. you (32) ..... of time to prepare. You will find

B increased steadily. details of the number changes on our website,

C were disappointing all year. (33) ... you can visit any time at

www.numberchange.org, or call our freephone
helpline on 0808 224 2000.

21 When did the company stop producing its own

brand cola?
A 1998, 22A so B that C too
(B: %883: 23A and B with C before
24 A been B be C being
25 A despite B however € although
Part Six 26 A much B such Cso
Reading tips 27 A this B there C these
| Read through all the text first. 28A if B not C but
2 What type of word could fill each gap? 29 A furthermore B additionally € also
3 Write possible answers in the gaps in pendil on 30A The B Those C Their
the Zxam paper. Trhen look éfssee if these 31A from B between € unti
rds are among the answers.
4 fjok Sa;ali?\ at theggaps you are not happy with. 32A plenty B many C lot |
5 Never leave a gap unanswered. 33 A when B who C which

6 When you have finished, read the complete
text.

Exam focus: Reading
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Product description

Presenting a product

Listening 1 @) Robert Saunders, the Sales Manager at Columbine Games, talks about

two new products. Listento his presentation. Which products does he
talk about? How much do they cost?

Q Listen to the presentation again. The speakers refer to the following
things. What are they talking about?

General knowledge
Size, weight and cost
Wood

23x23 cm

300 grammes
£10.99

oL AW —




Grammar Q Write questions for the answers in Exercise 2.

| What type of game is Mindtwist?

Speaking o Work in pairs. Describe a board game that you like.

Describing a product

Listening2 ) Robert Saunders talks to Sophie Powell, a retailer, about some of Columbine’s products.
Which games is Sophie interested in?

e Mindtwist
e Mindtwist Travel
o Collect

@ Listen again. Answer the questions below.

Why is Sophie interested in board games?

What is special about Mindtwist?

How many travel size general knowledge games does Sophie stock?
What does Sophie not like about some of Columbine’s board games?
Why is Sophie not interested in Collect?

What does Sophie think about the price of Mindtwist Travel?

How can Sophie get a discount on Mindtwist?

~N oW —
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Speaking @

~ Comparison

® The comparative is formed by adding -er to short words and more/less to longer words.
This game is smaller than the other games on the market.
Mindtwist is more interesting than the other games.

® We use as ... as with two things that are the same and also with negatives,
Collect is as new as Mindtwist.
It isn't as big as the other game,

® The superlative of short words is formed with -est. With longer words we add
the most/the least.
These games are the latest in Columbine's range.
This is the least interesting of the games.

| sood - better - the best
® bad - worse - the worst

Correct the information about Columbine games in the sentences below.
more

| Sophie is selling fewer board games than before.
not as heavy as
2 Mindtwist Travel is heavierthart the standard game.
3 The instructions on Columbine games have become more difficult than before.
4 Collect is the biggest of the products that Robert shows Sophie.
5 Sophie's customers will be more interested in Collect than Mindtwist.
6 Mindtwist Travel costs the same as the standard version.
Work in pairs. Think of something you have both bought. Make a list of the points you

considered when you bought it. Discuss the importance of the points and put them in
order. Then prepare to report back to the rest of the group.

PrOAUCE NAME ...ttt s saeeresbssst e be st s se st s smaesaee e sessmssneens snasessnanaen

Points considered Me My partner

pricc
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0 Complete the groups of words below. Then use one e Write about a product you have recently bought.

word from each group to form a question.
® Where was it made?

..h‘?.‘i‘.‘()’. --------------- ® What is it made of?
light ® Why did you buy it instead of a similar product?

e Exam practice

long ® Read the text below about a fax machine.
2 length e Choose the correct word from A, B or C to fill
............................ each gap.

| ' Lomax KR 700 Plain Paper
3 s | Pemsve Fax/Digital Answerphone

‘ The answer to your all your communication

| problems! The KR 700 is the latest addition to
big our extensive (1) ..... of fax machines. It is a

..... advanced version of the KR 600 with an

)
3
8
_—
L
'

answerphone facility and (3) ..... other special

features. One of these special features means that

) you (4) ... perform one operation while the
difficult ) b

5 difficulty

machine is (5) ..... another one. There are several

dialling techniques (6) ..... allow you fo send

faxes easily, quickly and cheaply. It takes (7) .....

fifteen seconds to fax an A4 page. (8) ... the

Q Look at the catalogue information comparing three laser printing (9) ..... you high quality pictures.

display panels and complete the sentences below. | The answerphone (10) ... foirteen. FiitiHEs"

Portable Folding Display Panels recording time, which is a bonus for any
‘ business, (11) ..... it is such a flexible machine, it

Product | Number of | Weight Dimensions Price ) ) 1
name panels | is compact. It will fit into the (12) ..... space in |

the office or at home.

Standard| 4 panels | 10kilos | 1.8x 1.2m | £498.00

Super | 6 panels | I5kios | 1.8x 1.6m £545.00

Extra 8 panels | 17 kilos | 1.8x2.4m £660.00 LA ety B Fispn
2 A most B more C much
3 A many B any C every
| The Extra has more panels than the Super. 4 A an B rmust C should
5 A perform B performing € performed
2 The Extrais 2 kilos 6 A which B what C who
7 A Al B less C just
3 The Extra s more 8 A bBdma B Addtion C Furthermore
9 A provides B gves C makes
4 The Super is not as 10 A has B have C having
II A However B Although € Also
5 The Standard is the feast 12 A small B smaller C smallest

6 The Standard is the

i t7a 48
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Unit /b

Speaking @

Product development

Product testing

How much do you know about the development of drugs in the

pharmaceutical industry in the USA? Work in pairs and do the quiz

below.

| How many years of testing are there before a drug reaches the market?

A6 B 12

C i8

2 About how much does it cost to develop a new drug in the USA?

A $160 million

B $260 million

C $360 million

3 What percentage of drugs tested on humans reaches the market?

A 20 B 40

C 60

4 How many stages of testing on humans are there in the USA?

A 3 B 4

Cc9

5 How many people, on average, take part in testing drugs?
A 1,000 - 5,000 B 5000-10000 C 10,000 - 15,000

6 How long do the authorities take to approve a New Drug Application?
A 6 months B 2.5 years C 5years

7 How much will be spent on drug development in five years' time?

A About $4 bn

B About$12 bn C About $25 bn

Reading 6 Read the article below to find the answers to the quiz.

Drug development in the
USA

The development of new drugs is essential if
we are to stop the spread of diseases.
However, it takes an average of twelve years
to develop a drug and it costs a company
about $359 million. Only five out of every
5,000 drugs that start the testing process are
tested on humans. Only ene in five of those
actually reaches the market,

There are four stages of testing a new drug.
First of all, a company carries out tests for
about two and a half years in the laboratory
and on animals. This is to show how the drug
works against a particular disease and to
show its level of safety. Then testing on
humans can begin.

The first stage of human testing tests the
safety of the drug on fewer than one hundred
healthy people and lasts about a year. After
that, the drug is tested for about two years on

100 - 300 people who suffer from the disease

to see how well the drug works. The final
stage lasts about three years: the drug is
usually tested on 1,000 - 3,000 patients in
hospitals and clinics. While they are carrying
out these tests, doctors monitor the patient
closely and keep a record of the success of
the drug and any side-effects.

23

Science Now,




Science Now, March 2001 Issue no.

When a company has completed the three When the authorities have approved the New
stage:] of tests on humans, the company makes  Drug Application, doctors can finally give it to
a ew Drug g their patients. The company still keeps a quality

Application to the : 5 .
bRl which Z‘c:;;t;:;l record of the drug, including any side-

is often 1,000
pages or more.
The authorities

Discovering and developing safe and successful
new drugs is a long, difficult and expensive
shogld take a process. The research-based pharmaceutical
maximum of six industry is investing $12.6 billion in research
months to review a New Drug Application but  and development this year and that investment
they usually take longer; the average review will probably double in five years.
time is 29.9 months.

e ———

€ Read the article again and complete the table below.

People

Laboratory Stage 1 Stage 2 Stage 3

Test period:

Tested on:

Reason for
testing:

sbulary @) Underline the sequencing words and phrases in the text.

Sequencing
When we are describing a sequence or process, it is important to be clear about the order.

e We can talk about the stages involved:
There are four stages of testing a new drug.
The first/second/third/final stage is ...

e We can also use simple sequencing words:

first/first of all when
then/next/after that while
finally

writing @ Work in pairs or groups. Your teacher will give you some cards describing drug
"i development. Put the stages in order. Then write a description of the process.

Speaking @ Work in pairs. Talk about the development of one of your company’s products or services.

50
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Marketing a product

Listening @) A medical journalist asks a marketing manager about a new drug for arthritis. Listen and
answer the questions.

What is the drug called?

Who is the drug for?

Where will patients be able to get the drug?
What are the possible side effects?

How will patients get information about the drug?

“v bW —

@ Listen again and note down any dates you hear. Then put the actions below into the
correct order.

give general information posters to doctors

visit doctors to talk about the product

faunch the drug

give information leaflets to patients

o000

send information packs to doctors  (end of April)

Future arrangements and intentions

e \We use the present continuous (often with a time phrase) to talk about
arrangements in the future.
We're visiting doctors at the beginning of May.
When are you launching the new product?
e \We can use going to to talk about our intentions.
We are going to work closely with doctors.
VWe aren’t going to have any direct contact with patients.

Speaking Q Work in pairs. Find out if your partner’s company has plans for any of the following.
a new product launch a new advertising campaign

new training courses new projects

Work in pairs. Your teacher will give you some cards. Ask your partner questions about

. O
',' his/her plans for the future.
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“ Complete the text below with sequencing words.

The process for testing new drugs involves many stages.
() First of all, they are tested in a laboratory
and on animals. (2) the company
applies to the authorities to start tests on people. There
are three stages of testing on humans. The company
completes the third stage of tests on humans and
3 it applies to the authorities for a
licence to start using the drug. (4) the
company has its licence, it supplies doctors and hospitals
with the new drug. The company continues monitoring
the drug (5)

using it.

patients are

e Complete the conversation below about the launch of
a new product. Put each verb into the correct form
(present continuous or going to).

Philip Have you heard about the new product in our range?

Jane  Yes. When (| you/launch)
are you launching  it?
Philip On |1 September.
Jane  How much advertising
(2 you/do) before then?
Philip  Oh, quite a lot. First, we
(3 start) an advertising
campaign on television on 10 September. Then
we (4 use) newspaper
advertisements the following week.
Jare (5 you/use) posters t00?
Philip Yes, on the street and at stations.

e Complete the sentences with the correct word.

| Our company is a new product

in spring.
A launching B bringing C gving
2 It several years to develop one
of our products.
A lasts B needs C takes
3 I'm afraid that product isn't
untif next week.
A free B available C public
4 Welll have to sales of this new
product for several months.
A monitor B look C see
5 What do you need?

A informers B information C informs

Product development

(4]

Exam practice

e Look at questions | - 5.
e In each question, which phrase or sentence is
correct?

e For each question, mark the correct letter
A, BorC.

M e, o a® . e
I | While we are developing the product, we
will write regular reports to ensure that you
| e informed of its progress.

A \We're going to write reports before we
develop the preduct.

B We're going to write reports at the same time
as we develop the product.

C We're going to write reports after we develop

the product.
2| MEMO
| To: Peter
Tom

The publicity leaflets for the new model will not
| be back from the printers until Friday 11 July.

From:

A We might have the leaflets before | | July. (
B We won't have the leaflets before |1 July.
C We are sure to have the leaflets before |1 July.

3 ‘ Launch schedule
24/5 - Press conference.
31/5 - TV advertising starts. Distribute posters.
‘ 7/6 - Deliver leaflets. Radio advertising starts.
14/6 - Free competition starts on the radio.

How many written forms of publicity are there?
A two

B three

C four

4| Weare ca?:y'_i_nﬁl market research in the
L north and the Midlands from 22nd-26th.

A We have done the research in the north and
the Midlands.
B \We haven't done the research in the north

and the Midlands yet. \

C We have decided not to do research in the

north and the Midlands. ‘

5 | John
Still waiting for approval from the authorities.
Hope to get it next week so that we can

finalise the launch date.

LEele: !

A They have finalised a date for the launch.
B They hope to laurich the product next week.
C They cannot yet finalise a date for the launch.

z



Business equipment

Office equipment

Vocabulary @) Put the following words into the groups below.

computer shredder envelopes eraser fax machine

pencils SCissors photocopier  printer stapler
essential for you necessary but you .
at work don't use every day not important

Reading @ Look quickly at the two advertisements for photocopiers.

e Which machine has more special features?
e Which advertisement includes a special offer?
How long is the offer available for?

The Brand New Agfa X220 - launched January "98

The combination of capacity, size and
functions, makes the Agfa X220 the best
copier for general use. Its duplex
capabilities and speed put it in the
professional class without being too large
or sophisticated. And thanks lo its
modular design it can be configured to

suit practically all situations,

¢ Bopepemime . [JNBEATABLE COPIER

: gﬁmm’fﬂ'awﬂ DEALS FROM XEROX
— Automatic Document Feeder  The Xeroxt XCB3G i the perfect high performance copier for the
— Duplex Document Feeder small or home office. With its copy speed of 8 copies per minute
— 10 Bin Sorter and its 100 sheet paper tray i can competently handle even the
— 10 Bin Sorter Stapler toughest of copying tasks. Using its advanced features it will
— Duplex optimise the quality of photos and bound doc

as well as providing reduction and enlargement of 70 to
141%. Included with this product is the 3 Year Express
s Exchange Warranty unigue 1o Xerox. And if you
- purchase now; you will receive -
the NEW Xerox Colour inket
Prnter; the DocuPrint XJ4C,
absolutely free (RRP £198
including VAT).
Offer available only untl
31/3/98

— 2% 500 sheet stand

THE DOCUMENT COMPANY
KRR

O Read the advertisements again and look at the sentences below. Choose
‘Right’, ‘Wrong’ or ‘Doesn’t say’ for each sentence.

| The Agfa X220 has a lot of functions and is a convenient size.
A Right B Wrong C Doesn't say

2 Both copiers can make documents bigger and smaller.
A Right B Wrong C Doesn't say

i TS



3 Agfa will buy back the photocopier after three years.

A Right B Wrong C Doesn't say
4 The Xerox has a 5 year guarantee.

A Right B Wrong C Doesn't say
5 The copiers can be bought or rented.

A Right B Wrong C Doesn't say
6 The Xerox is a faster copier than the Agfa.

A Right B Wrong C Doesn't say
7 Ifthe customer buys the Xerox, the printer costs only £198.

A Right B Wrong C Doesn't say
8 The Agfa can staple documents together,

A Right B Wrong C Doesn't say

Speaking 6 Work in pairs. The following people want to buy a photocopier immediately. Which of
the two photocopiers should each person buy?

I James Clarkson is a self-employed architect who works from home. He has one

employee: a part-time secretary. He mainly needs to copy contracts before sending them
to clients.

2 Eleanor Lewis is the Head of the Accounts Department at Pyramid, a large company.
Her department keeps copies of invoices it receives for payment and also needs copies of
a lot of the paperwork.

3 David Hollingsworth works as an account manager for Global Insurance. Although he
sometimes works in the office, most of the time he visits clients or works from
home. He does not have a photocopier at home at the moment but would like to be
able to use one occasionally.

Reading @ James Clarkson decides to get more information about the Xerox XC830 photocopier.
Complete the request form below for him.

LT T T T T R T T PP P PP PP PO P PP PP PP TR PI PP esusussunsecannnnane aenenssEssssEEsaasetnennnsanenaannarennannans

For further information about products featured in this catalogue, please complete the address panel and put a tick in the relevant boxes below.

Name: Company name: Clarkson Design
Job title: Tel: 01483 946211 Fax:Q1483 246213
Address: ose H 4 Welham Park r
1 O Agfa X220 Copier 5 O Canon Personal Copiers 9 0O Mitsubishi MT-30 Mobile Phone
2 O Brit Vic Vending Machines 6 O Hewlett Packard Laserjet 4000 10 O Philips Speechmike
3 0O BT Video Conferencing System 7 O Hewlett Packard Scanjet 6100C 11 O Sharp Notevision Projector
4 0O Canon BJC-4200 & Powershot 350 8 0O Lotus Intranet Software 12 O Xerox XC830
How many employees are there in your company? 1-250 26-50 0 51-100 O 101-2000 Over 200 O
Company activity: O AGRICULTURE 0 HOTELS AND CATERING
O BANKING/FINANCE/INSURANCE O LEGAL/ACCOUNTING
[0 BUSINESS AND PROFESSIONAL SERVICES O MANUFACTURING
O CENTRAL AND LOCAL GOVERNMENT O REAL ESTATE
O CONSTRUCTION 0O RESEARCH AND DEVELOPMENT
O EDUCATION AND TRAINING O OTHER
Tick if you require this information for an immediate purchase O
Or for a purchase within 3-6 months O 6-9 months O 9-12 months O 12+ months O
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Giving instructions

Listening @) The Accounts Department at Pyramid has bought a new shredder. The secretary, Anna,
has a problem. She telephones Becky in the Purchasing Department. What is the
problem? Listen to their conversation. What do they do about it?

@ Listen again and take notes. Then complete Anna’s notice.

L
Instructions for use of shredder

How to use

® To switch on, press the green button.
® Put the paper in.

® To switch off, press the red button.

Possible problems What to do
® The machine jams
® The motor overheats

Caution!
°
°

Call Customer Service on 01961 733 574 if there are any other problems.

* Giving instructions
e The easiest way to give instructions in English is to use the imperative.
Switch on the machine.

e Sometimes you need to give negative instructions.
Never insert your fingers into the shredder.
Don't use the machine without reading the instructions first.

Speaking € Look at the Business Equipment Game on page 127. Your teacher will give you
instructions.

© Work in pairs. Student A: Choose one of the pictures below. Give instructions.
Student B: What piece of equipment is it?
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Put the following verbs into the groups below. You
can use some verbs more than once.

dial jam enlarge reduce press print
insert shred switch on overheat send  copy

Fax machine  Printer

dial

Photocopier ~ Shredder

Complete the table below.

Noun Verb
eniargement......... enlarge

insertion e
operation

COPY e

printer e

removal i

Read the problems below. What instructions would
you give each person? Write your answers.

| The pre-programmed number for our bank doesn't work.

Check the bank's fax number. Ferhaps it's not correct.

2 The photocopier has run out of paper.

3 The cutter on the shredder has jammed.

4 Some paper is jammed in the photocopier.

5 The photocopier is overheating.

6 The stapler on the photocopier isn't working.

Write operating instructions for one of the pieces of
equipment in Exercise 4 on page 55.

Business equipment

e In each question, which piece of equipment does

the sentence refer to? For each question, mark the
correct letter A, Bor C.

I If your machine doesn't receive, contact the supplier.

A printer B shredder C fax machine

2 The cutter will jam if you insert too much paper.

A shredder B photocopier € printer

3 If you reduce the article, you can use A4.
A shredder B fax machine € photocopier

4 It's not sending because you've inserted the paper
in the wrong place.

A photocopier B shredder C fax machine

5 It's a small machine but you can pre-programme up
to 50 numbers.

A shredder B printer C fax machine

6 Remove the paper from the feeder and put it on
the glass - it might work then.

A shredder B photocopier € printer

Exam practice

e Look at the graph below. It shows the number
of photocopies made by a company over eight
months, and the proportions of recycled and
new paper used.

e Which month does each sentence | - 5
describe?

e For each sentence mark the correct letter
A-H

e Do not use any letter more than once.

b new
N ecycied

(%)
)
o
=]

no. of copies

!pf-j:—_

g

| After a sharp rise in demand, the company was
forced to use a larger proportion of new paper.

9 For the first fime there was a higher proportion of
recycled paper in use.

3 |n this month a balance was achieved between the
use of new and recycled paper.

4 This month saw the lowest number of copies made
on recycled paper.

5 Whereas demand for recycled paper remained
high, the overall number of copies made fell.

s



Correspondence

Sending a quotation

Reading 0 Alan Pickering works for Norwest Plant Hire. He is organising a training
course for managers in his company. He writes to three companies to
ask for quotations. Look at the replies and say who:

e has already organised courses for Norwest
e has not worked with Norwest before
e s a personal friend of Alan’s.

X

U ik TR a3 DRCAE e B o HORWEST DL&.»('EZ!‘)'
1e-RPR 2 3 ik F
ATC CONSULTING
A T C 12 King Street
CONS U L I an LONR?';P
ECA4
] : 234 968
From: Julian Hughes Sales Co—ordm:@: 1‘;¢:|),c gig:/, 24
To: Alan Pifkering Norwest Plant Hi O caagitecom
Date: 19 Apri
Pages: 2
i nce
‘I?A(;iglp;l::nks for the enquiry about a one day Business Excellel
ts-ieenr:’r;atrr.\e information you requested and a quotation
Date: 14 Moy Mr dlan Pickering MANAGEMENT C
Time: 10.00am - 4.00pm Norwest Plant Hire > meeerre S
Loca'tion: ATC Consulting 112 Milton o m:;"
No of people: B ‘ . Poulton Fy3 2PN TEL: 01254 374973
Price: £6525 per person Lanes e
Prices include VAT, a small buffet style |:Jr:‘<;h and
> ¢ a copy of the seminar content. Dear 1 p; . |
J've attached g for the enquiry. o r ‘P’ckermg S
© {ratning course poo, king

Onct
nce aga ihank you for your enquiry o, 16 4, il re, ardin, B"JIIICSS

Best regards Ex
cellence trainiy
’ g courses. W
L e are
. T:z;i ;;mz.nars Jor the week commenci:;J [j 4t 3;/76" ’hefl’”"Wi"g o
Dumﬁoi- Business Excellence L:v};l 3
ﬂ " P X ; day, 9.30am - Spm
Detuttes. S{xnergy Training Centre
Included: ini
Training Ppack and seming, notes

ilab
pe (I AD
Avai able dates: 14. ‘-j; 16. 17 or 18 Ma}’

Yours sincerely
erecca.Bro&s
£

Rebecca Brooks
5-----Original Seminar Sales

Message---
dwbowes@watson&ra enc

>From:
>Sent: 18 April 2001 11:07
>To: apickering@norwest.ac.u

>Subject: Business Excellence Programme

>Alan
>Thanks for your call yesterday. Here's the quote you wanted for our Business Exceflence

programme:

>Date: 14 May
>Time: 09.30 - 16.30
>Place: Here at Watson & Railton or in-company
>No. of people: 6
>Included: Training pack & lunch
£499 (excl VA r person.
( W WORD file with the course schedule -

>Cost:
>If you have any questions, give me a call. I've attached a

>hope you can open it OK.
>Best wishes

>Dave




6 Answer the following questions.

Which is the longest seminar?

Which company's offer includes a training pack and food?
Which of the quotations is the cheapest?

Which company offers more than one possible date?
Which of the companies could do the seminar at Norwest?

U W —

€ What differences are there between the fax, letter and e-mail?

Speaking G Work in pairs. What percentage of letters, faxes and e-mails does your partner receive
and write? Are any of them in English?

Letters of acceptance

Reading ) Alan decides to accept the Synergy offer and writes a letter of acceptance. Put the
paragraphs of his letter into the correct order.

Rebecca Brooks —'ﬁ"
Somoron Management Consultants NORWES

16 Pendall Way 112 Milton Way
Blackburn Poulton FY3 2PN
BB12 8HT Lancashire

01254 882497
26 April 2001

Re: Your quotation of 17 April

Dear Ms Brooks

| am pleased to confirm the booking on the Business Excellence Level 3 seminar for
six people on Tuesday 15 May.

| look forward to hearing from you in the near future. l

—— — T e e ~ o .- N . e oel - Y N

As some of our managers are travelling from a distance, would it be possible to
start the seminar at 10.00am instead of 9.30am as stated in your quotation? |
would be grateful if you could send me information about the seminar and
directlons for travelling by car.

| am writing with reference to your quotation of 17 April regarding the one-day
Business Excellence seminar at your premises in Biackburn.

M
Q Match the functions with the paragraphs above. Underline the phrases that helped you.

making a request making reference
giving the reason for writing signalling the end of a letter
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Making reference

Giving the reason for writing
Giving good news

Giving bad news

Making a request

Enclosing something
Offering assistance
Referring to future contact

O NN AW —

writing @

Vocabulary € Match the functions with the phrases.

I am afraid that ...

With reference to your letter of ...
We would be grateful if you could ...
| look forward to receiving your reply.
| am pleased to ...

I am writing to ...

| enclose ...

If you require any further information, please do not
hesitate to contact us.

Alan Pickering receives the invoice from Synergy after the.training course. There are

some items which he thinks are wrong. Use the invoice and his handwritten notes to

write a reply to Synergy.

E ENT CONSULTANTS

MANAGEM
116 PENDALL WA

BLAckEURN BB12 8HT

TEL: @254 374973
Fax; 01254 374988
s
Mr Alan Pickering ‘
Human Resource Manager
Norwest Plant Hire
112 Milton Way
e
Poulton FY3 2PN

Lancs 24 May 2001

Re: Training course imvoice
Dear Mr Pickering
cof 17 May, I an

 Jetter of 17 M& :

. seful for your managers.

; your letter:

! ) foyed
1 very pleased fhiat you enjoye

¢ il for Ve
Thank you for ] .
s i i
the course and found it 1 (it
the invoice which you reque of
jithi days.
is offered on payments within

ion is 3 .
ooking your trainin
eeing you @

I enclose
A 2% reduct
[ would like to
nrg(mé.s‘ur.ion A

g COUTSE with our

thenk you for b gain in (he future.

{ we Jook forward 105

Yours sineerely

et S

Rebecca B rooks
Seminar Sales

enc

/

Bankery: PLC 2 i = e FAR
e N Llovds B -
Acco Vs Bank Pf(o High 8
Lt number: o gh Streer Bigek ',
I : Z}{n . ackinirn BR 345
Registereq office: § e e e e
La- 3y A & W
Terey Manageiner; Constdranz; It elall
i Blaclcbyr BE T :
Registered number: ?r‘J:“fﬁ : } R o

————

r

TRRINING

Before you write:
e plan the number of paragraphs you need

e make notes under the paragraph headings
e think of typical letter phrases that you can use.

'8 PENDALL way
BLA‘:HIURN
BBi12 ayt

TeL: O1254 3
74873
Fax: o1zn4 a7 M
4988 Al\qu“."
T ConsuLT,
ANTS

|

INVOICE

Invoice dit: 24 My

Lz |
——._—._._._______________‘_\j Ivvogee numbers + o=

ey e

Sllered op RPayment o

Correspondence



0 What do the following abbreviations mean?

(ol e BN I NNV I N

ASAP  as soon as possible

enc

Dept

NB

re

wk

excl

incl

ext

0 Match the following opening and closing phrases.

NowoN

Dear Ms Rees Regards

Dear Paul Yours truly
Dear Sir/Madam Yours sincerely
Gentlemen Yours faithfully

o Are the following usually spoken (S) or written (W)?

A We got the goods yesterday.
We received the goods yesterday.
| want to ask about your new product.
| would like to enquire about your new product.
We're sorry that the order was late.
We are afraid that the order was delayed.

B

A

B

A

B

A Could you please confirm the date?
B Let me know if the date is OK.
A If you require any further assistance, ...
B If you need any more help, ...
A | can't watt to see you.

B

| look forward to seeing you.

e A colleague has written a formal letter and asked you
to check it. There are no grammatical mistakes in the
letter but some of the style is not formal enough.
Find and change the informal phrases.

Dear Ms Daley

| am writing because we want some information
about your latest photocopiers. We are renting a
photocopier from you but now we want to buy one.

I'd be really happy if you sent us a brochure and

some product literature. Please send us a price list
as well.

Thanks a lot. We can't wait to hear from you.

Regards

Marco Francone

Correspondence

Exam practice

Read the letter in Exercise 4 again.
® Write a reply to Marco Francone:
* thanking him for his enquiry
* enclosing a brochure and price list
* telling him about a new special offer
* asking him to contact you if he has any
questions.
® Write 60 - 80 words.

Dear Mr Francone

Yours sincerely

Exam practice

Simon Howe is leaving the company next week.
You decide to have a farewell party for him.
® Write a notice to all your colleagues:
% informing them about the party
* saying when and where the party is
% inviting them to the party.
® Write 30 - 40 words.

60



Exam focus: Writing

The Writing Test

The Cambridge BEC Preliminary Writing Test has two questions.

Part Input Task
| Instructions Write an e-mail, memo or note
only (30 - 40 words)
2 Memo, letter, notice Write a letter or memo
or advertisement (60 - 80 words)

Length: About 30 minutes of the Reading and Writing Test
should be used for Writing.

How to succeed

Your ability to complete the task successfully is just as important as the
accuracy of your grammar and vocabulary.

Task

o Successful task completion means following all instructions.

e Pay attention to the word limit. If you do not write enough words, you
have probably not completed the task fully. If you write too many, you
have probably included unnecessary information.

o Check whether the instructions tell you to use capital letters or not on
the Answer Sheet.

e Even if you write a grammatically perfect answer, it may still get low
marks if you do not include all the necessary information.

Language

e Task completion is so important that you can still get top marks even with
small grammar and spelling mistakes.

e However, accuracy is important so use language that you feel confident
about.

e Try not to repeat the same words. Show a range of vocabulary.

e Organise your ideas clearly
- addition (also, as well, furthermore etc.)
- contrast (but, although, however etc.)
- sequence (first of all, then, after that etc.).

e Make sure the language is appropriate to the type of writing. (Short
forms, e.g. I'm, are acceptable in notes but not in formal letters.)

e Check your writing when you have finished.



Memos and notes

© Read tt?e examination tips on the opposite page and look at the Part One task below.
Underline the task and language errors. Then put them in order from best to worst.

Question 46

® You are attending a conference on 14-18 May in Budapest. You need to make
your travel arrangements.

® Write a memo to Jessica Carston, your secretary:
* giving her the dates
* saying when you want to fly I
* asking her to book a flight.

o Write 30 - 40 words.

Froopea. Cold gon ook a -1?(1\‘3’\-\»\— o wna
rd Comr lanche an e 187 T Tk )

Candidate B \_._\_/’_’\ g

| am amAd.u::) & cefencg o W - 1R Hn:j;ﬂ Budagest Candidate A
| s you o make i ouel acrongemints. Pane you

bk o e a Ftﬁt“i-

i
T am vey Gy bo brondel yon Jessica bat yon keow that I am
amShny a toyference in Budapest and T am nesding yon fo
bai me a 1Y th the moming eally. Condd yon pliase Lo do it
forma? T am very grotefull for yonr help

Candidate D  —————

Candidate C

a0 Dimast bk Mp g rebuen Flah 200 e @ T Sinle . DRARALE L
it £ & i | i

lfowta  Lke

@ Read these tips and do the exam question below.

| Read all instructions carefully. Do you need to write a memo or a note?

2 Check you have completed all three parts of the task. Use the instructions as a checklist.
3 Check the length of your first draft and edit if necessary.

4 Think about ways of making notes shorter. Which words can you leave out?

5 Proof-read your answer before transferring it. Check grammar, vocabulary and style.

Question 46
e Your department has just received several large new orders. The company has
decided to ask everyone in the department to work five extra hours per week.
e Write a memo to all staff in the department:
* explaining the situation
* saying when overtime will begin ,

* asking the staff to work overtime.
e Write 30 - 40 words.
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Letters and longer memos

@ Read the Part Two task and follow the instructions below.

Question 47
e Read this letter from Rebecca Yates, the Sales Manager at one of your suppliers.

12 July 2001

Mr Paul Wright
Purchasing Manager

Dear Mr Wright

As part of our customer service, we are pleased to enclose our latest
brochure, showing our exciting new products and unbelievable prices.

We would like the opportunity to visit your company in order to inform you
personally of the latest product developments and discuss ways of
making our service even more suited to your needs.

If you would like to take advantage of a visit from a member of our sales
team, could you please inform us of a suitable date and time? Could you
also tell us which products would be of particular interest to you?

Yours sincerely

Rebecca Yates

Sales Manager

o Write a reply to Ms Yates:

* thanking her for the brochure

* accepting the offer of a visit from a salesperson

* suggesting a date and time for the visit

* saying which products you would be interested in.
e Write 60 - 80 words.

| Plan the structure of your answer. How many paragraphs will there be? What is their
purpose?
2 Think of phrases and key vocabulary to put in the paragraphs.
Check that your plan fully completes all four parts of the task. Then write a first draft.
4 Check the first draft:
- Does it fully complete the task?
- Is the information clearly organised?
- Is there any unnecessary information?
- How many words are there?
5 Make changes to the first draft.
6 Check the final version:
- Does it fully complete the task?
- Are the grammar, spelling, punctuation and style correct?

W
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Part One

® You have been waiting all morning for
Mr Jablonski, an important client, to return a
phone call. Now you have a meeting with a
supplier.
e leave a note for your colleague Louise
White:
*  saying where you are
*  saying when you will be back
*  telling her what to say if Mr Jablonski
calls.
e Write 30 - 40 words.

Part Two

e Read this letter from a salesperson enquiring
about the transport and accommeodation
arrangements for a conference you have
organised.

EXAan . = -

Part One

e You are going to be out of the office.
e Write an e-mail to a customer:
* reminding them that you are out of the
office
* saying when you will be back in the
office
* suggesting who should be contacted
for urgent questions.
e Write 30 - 40 words.

Part Two

e Your department needs a new photocopier
and you have seen this advertisement in a
magazine.

| am writing to confirm my attendance at this
year’s sales conference from 24th to 27th
October.

| will be arriving on 24th and would like to stay
until the 28th so that | can do some sightseeing.
Could you possibly reserve me an extra night in
the same hotel? | would also be very grateful if
you could recommend some places for me to
visit in my free time.

Eook forward to hearing from you.

e Write a letter of reply:
* agreeing to make the hotel booking
* explaining that she will have to pay for
the extra night
* asking her for her flight details
* suggesting places for her to visit.
e Write 60 - 80 words.

Exam focus: Writing

TX2000 OfficePro

Three machines in one!

The new TX2000 OfficePro is all you need
to print, copy or scan all your colour office
documents. With the OfficePro you can
print up to 4 high quality colour pages a
minute, copy up to 3 near-photo quality A4
images a minute and scan full colour A4
documents.

Easy to use and compact, the new
OfficePro is the ideal solution for the small
office that needs to produce high quality
documents.

e Write a memo to your boss:
% mentioning the advertisement
* describing some features of the
TX2000
* saying why the department should buy
it
* giving the price and delivery time.
e Write 60 - 80 words.




Business hotels

Hotel facilities

Reading 0 Which of the three hotels should the following people stay at and why?

1

O

F .
|

Grosvenor Square Royal London Hotel % % # 4 %

Centrally located, the elegant Royal London is in

Mayfair, near shops, parks, theatres and other
attractions, The hotel has express checkdin, 204
standard rooms and 42 work rooms with desks and
commupication facilities. The hotel also has a large
lounge, health cub and wellequipped fitness centre.

double room £265 per night

b The Strand St Steven’s Hatel % 4 *

In the heart of theatreland, close to Covent Garden

NOdN

and only metres from Charing Cross, St Steven’s is
the ideal place for a London break. The hotel offers
comfortable, wellequipped rooms and an efficient
and friendly service, There is a restaurant, bar and

free swimming pool access. The price includes a
buffet breakfast.

F person per night £56
single supplement £56

Portman Square Hyde Park Gardens Hotel % J % %

A quigt hotel a short walk fram Oxford Street and
Waest End theatres, the Hyde Park Gardens has the
famous Maritime Restaurant, an informal dining
room and a full fitness centre. It also offers a large
buffet breakfast, afternoon tea in the lobby and a
Sunday lazz Brunch.

Marco and Francesca Bianchi
Marco is the Managing Director of a large Italian company. He has a meeting
with an important supplier in London. His wife is coming to London with him.

Maurice Breton

Maurice is an advertising executive attending an international advertising
conference in London. He wants to stay for just one night. He needs to
e-mail a report back to his company before he leaves London.

Linda de Hamm
Linda has an interview on Friday for a job as a PAin London. She wants to stay

for the weekend and do some shopping while she is in the city.

Speaking @ Work in pairs. Which of the three hotels would your partner choose.
Why?




The business traveller

Listening 1 @) Kevin Smith, the Deputy Manager of the Holiday Inn at Nelson Dock, talks
about what is important for the business traveller. Before you listen, decide which
five things below are most important. Then listen and compare your answers.

-~

sauna modem socket bar good room lighting
pool secretarial service fax video conferencing
v quick check-in room service distance from airport

0 Listen again and choose the correct option to complete the sentences.

I Many guests like to eat in their rooms
A so they can watch TV while they eat.
B because it is cheaper than the restaurant.
C so they can do more work.

2 Good fighting means
A low lighting so guests can relfax.
B bright desk lighting so guests can work.
C bright lighting for the whole room.

3 The business centre at the hotel
A is a self-service facility for copying and faxing.
B organises the food during a conference.
C recruits temporary secretaries during conferences.

4 The hotel provides
A a free taxi service to the centre of London.
B acheap bus service to the centre of London.
C afree bus service'to the centre of London.

5 Corporate guests
A do not usually exercise during their stay.
B like to go swimming during their stay.
C fike to use the fitness room during their stay.

Grammar e Look at the tapescript. Find examples of verbs and adjectives followed by the infinitive.
Write them below.

Verb + infinitive l Adjective + infinitive

want to

Speaking © Work in pairs. Ask your partner about the best hotel he/she has stayed in. Would your
partner recommend it to a business traveller? Why/Why not?
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Asking the way

Listening 2 0 Montse Garcerén is staying at the Holiday Inn at Nelson Dock. She asks about travelling
into central London. Listen and complete her notes.

# thobiday Hrn

Bus
Leaves every (1)

: — mites betw,
morning. After that every () vhetven (@)

minutes,

__ adnine in the

Takes: (4) e

Costs: (5) Im'ns to Tower Liil Underground Station.

River tax

L eaves every (6) . :
NS Takes (7)___‘mme?wwwww’&&”mmmﬁ“€wﬂ
— & .05?5- B eah way.
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= N \‘\_‘“-ql & /
/ A S e g ©
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==l —— 4 ‘d/_...---—'.'—"i'o A 9____,,-———"“
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@ Listen again and draw the routes for the bus and the river taxi on the map.

Writing o You are the receptionist at the Holiday Inn, Nelson Dock. Write quick directions for the
following guests.

e Mr Kiriakov wants to visit HMS Belfast. It is 9.30 am.
e Mrs Sanz wants to visit Canary Wharf Tower and then the Tower of London. It is 8.30 am.

Speaking @ Work in pairs. Your teacher will give you some cards. Look at the map of London on
page |33 and give your partner directions to the places on the cards. You both start

',' from HMS Belfast. Use the words below.

Take the  first left/right.  Go  straight on ... It's nextto ..
bus to ... past ... near to ...
train to ... along ... Street. opposite ...
Turn left /right at ... on the left/right of ...

5 rE BE
i B

|

I

PUB |
..... ] [ S —
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0 Complete the diagrams with adjectives from the o

advertisements on page 65. ar greceics

e You work for the Park Hotel in New York.

. large ® Read this letter from a company enquiring
Tt about room vacancies.
rooms
KL Computers
95 Science Park Drive #02-03
The Curie
Singapore 118258
The Park Hotel
134 Central Park South
. . New York 10019
_ Y USA
\ service
| 18 June 2001
Dear Sir/Madam
I am writing to enquire about room vacancies
, | for 9-11 July. We would need four double
. ~ rooms, preferably with some kind of
. hotel communication facilities for computers,
I would be very grateful if you could send me a
quotation for the above rooms with information
about the business facilities that the hotel offers.
| Yours faithfully
e Match the words below.
Clarles Olorng
| o] supplement
room upP Charles Chung
2 modem service Personal Assistant to Kim Lee
3 fitness check-in - _ 10 B ol n
4 courtes socket
Y @ Write a reply to Mr Chung:
5 single centre « confirming the availability of the rooms
i te
6 express club * conﬁ.rmmg the‘da s
* quoting the price
7 rush bus + giving information about business
8 health hour faciities,

e Write 60 - 80 words.

9 Complete the diagram with vocabulary from the unit.

reception

» O
S T T
%{-}
® 9

facilities in
the rooms

Business hotels




Commuting

Reducing traffic

Listening 0 Six people talk about the topics in the newspaper headlines below.
Listen to the speakers and number the headlines.

IRT 23

Green tax could push up
fuel prices by up to 60%

Government to tax
parking at work

Edinburgh reduces city | New smart card to
centre traffic with make buses and
trains cheaper

pedestrian zones

fast lane for people

sharing cars
By lan Robinson

@ Listen again. Does each speaker agree or disagree with the particular
transport scheme? Why?

Agrees/disagrees Reason
Di Traffic will be twice as bad, more accidents,
Speaker | 1oagrees people will be stuck in traffic jams, late for work
Speaker 2
Speaker 3
Speaker 4
Speaker 5

Speaker 6




Speaking 6 Work in pairs. Look at the newspaper headlines on the opposite page. Which

Commuting

are the two best schemes? Why?

Transport policy

o
2

Reading ) Read the newspaper article about Government transport policy and complete

the table.

THE GAZETTE

MONDAY JUNE 23 2001

TRAN

How much are we prepared to pay for our cars?

veryone agrees that there are
E simply too many cars on the
road but who will be the first to
stop using theirs? Although
everyone hates being stuck in
traffic, no-one sees their car as
part of the growing problem.
However, with traffic growth of
up to 84 per cent expected by
2031 and the ever-increasing
cost of accidents and delays
already at $160bn in Europe,
there is a growing need to
change our ‘car culture’ and
develop alternative forms of
transport as quickly as possible.

One answer is to make cars
more expensive by increasing
taxes on petrol. However, tax
increases will affect the people
who live in the country more
than city drivers and do little to
reduce inner city traffic. The
Government is also looking at
pay-as-you-drive schemes on
motorways but this will push

Changes in travel in Britain 1955-1995

el et SR

. Cars

cars on to smaller ‘free’ roads,
which will make the problem
worse.

A successful transport policy
is not just a question of making
the car too expensive but of
offering car drivers a real
alternative. Many motorists
dislike driving to work but say
public transport services are too
slow, offer poor quality and are
far too expensive. If new
transport policies are to succeed,
public transport needs to be
quick, reliable and affordable.

Transport schemes

Increase tax on petrol

o TEEN
oy S, g 1975

Buses & coaches

: s
E]-wes' o

i 1995

Rail

Transport planners are also
developing ways of managing
the existing road network more
efficiently. New technology
such as smart cards and
electronic monitoring of roads
will lead to a more efficient use
of transport systems. However,
technology will not reduce the
number of cars on the road or
solve the real problem of how to
persuade car drivers to leave
their beloved car at home more
often.

Effects
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’“-4-\4_ Gl G Are the sentences below ‘Right’ or ‘Wrong'? If there is not enough information to
£ 2 answer, choose ‘Doesn’t say’.

| Cars are the only form of transport that has grown since 1985.

A Right B Wrong C Doesn't say

2 Delays and accidents will cost Europe $160bn in 203 1.
A Right B Wrong C  Doesn't say

3 The Government is going to double the tax on petrol.
A Right B  Wrong C Doesn't say

4 Pay-as-you-drive schemes will reduce the amount of traffic on motorways.
A Right B Wrong C Doesn't say

5 The Government is planning to build more roads in the future.
A Right B Wrong C Doesn't say

6 The use of new technology will reduce the amount of traffic.
A Right B  Wrong C Doesn't say

> Making predictions

We can use both going to and will to make predictions about the future.

® We make spoken predictions with going to or ’ll.
Petrol prices aren’t going to make any difference.
The traffic'll be twice as bad.

® Will is used in newspaper articles, formal letters and formal speeches.
The Government will increase tax on petrol next year.
The meeting will take place on Tuesday 2 May.

Speaking € Work in pairs. How will transport change in your country in the future? Think about the
following issues.

the use of company cars the cost of public transport the cost of driving
the quality of public transport the use of alternative transport

9 Look at the Commuter Game on page 128. Your teacher will give you instructions on how
to play the game.

Commuting

71




0 Complete the crossword. 9
Exam practice

® Look at the newspaper headlines in questions
l-5.

® in each question, which phrase or sentence is
correct?

® For each question, mark the correct letter
A BorC.

Motorway technology improves flow of
rush hour traffic

A There are fewer accidents during rush hour.
B There is less traffic during rush hour.
C There are fewer traffic jams during rush hour.
2
Delays expected on commuter train
Across services
| Someone who travels into a city or town to work.
4 The opposite of early A People travelling to work by train may be late.
. ' . B There are problems with high speed trains.
6 Put your car in a place where it can stay. C Due to problems, all trains will be late.
7 Al cars and buses on the roads.
8 In Britain you drive in the left one.
9 Money you have to give to the Government. 3
Public transport fares to increase
Down
2 Afast road with three lanes in each direction.
3 The long piece of hard ground you drive on. A The.re will be more bu§ and train services.
) , B It will be more expensive to travel by bus and
5 Something that happens when one car hits another. train.
6 Fuel for cars. C Customer service will improve on buses and
trains.
a Complete the following sentences by adding the
word trdffic or transport in the correct place. 4
traffic
| Every set of lights was on red this morning. Punctuality improves on bus services
2 Public is very good in the city where | live.
3 The Government's new policy won't change anything. A The quality of service is improving on buses.
4 Sorry I'm late. | was stuck in for hours. B More buses are now running on time.
5 There's always a jam on the motorway in the C  Buses are becoming cheaper to use.
morning.
6 City centre was reduced by the park-and-ride 5
scheme. . Pedestrian zones reduce city centre
7 There isn't any alternative where | live. pollution
With growth of over 2% a year, we need more
roads. A Traffic reductions have improved city centre air
quality.
9 Write about transport in your city. What are the B Larger roads have reduced city centre traffic
problems? How is the Government dealing with these jams. .
problems? C Cycle areas have improved the flow of city

centre traffic.
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Vocabulary

4

Listening 1

Speaking

Arranging a conference

An enquiry

@ Work in pairs. Your teacher will give you some cards about organising a
conference. Put them in order.

@ Daniel Black calls Rachel Day at Europa Events to discuss a conference.
Listen to their conversation. Are the following sentences true or false?

Daniel is calling to confirm arrangements for a conference.
The company has made a final decision on the location.
The company wants to have the conference in autumn.
The delegates will have two nights at the hotel.

Rachel is going to ring Daniel back with a proposal.

LA W N =

€ Listen again and complete the form below.

Briefing Form ve

Company name

Contact name

Daniel Black

Company address

Westbourne Business Fark
Brighton

Postcode

Telephone number

Number of delegates
Location

Budget

Date

Duration

Room requirements

Eurcpa Events LTD, 112 Market Road, LONDON, SW4 8HN

© Work in pairs. What do you think Rachel Day’s job involves?




Reading @) Read the information below about conference packages. Which hotel:

offers easy access to Prague city centre?

is suitable for smaller conferences with fewer than 30 people? <=

is suitable for a company which requires several different rooms for workshops? ‘\T&- &
is in a quiet location? S

has its conference facilities in a separate building? !
offers the best facilities for business people?
does not charge extra for the use of projectors, videos, etc? |

europaevemts: 1

The Paza, PRAGUE {Min.40 delegates)

Situated in the heart of Prague, the Plaza is
convenient for business wavellers from all
over Europe. The hotel itself provides the best §
accommodation and first class facilities for
the business traveller. The whole of the fourth §
floor is dedicated to conference facilities:
there are two large conference rooms and
four smaller seminar rooms, a business
centre, a rest area and a small restaurant.

This historic building in a peaceful setting
overlooking the river provides the perfect venue !
for your conference. In their free time, delegates

W can enjoy the sights of Prague, many of which

are within walking distance. For your

convenience we offer a range of conference

packages, which we can, of course, extend to

meet Your requirements,

* This 60 bedroom hetel is located 30 minutes 8
from the airport by car and just 20 minutes §
. from the centre of Prague by train. We have a §ig
well-equipped conference centre next to the
hotel itself and the bedrooms have
communication facilities for the business ;=25
user.

e plaa.ﬁd o

Speaking @ Work in pairs. Which hotel would be cheapest for Daniel Black’s conference? Would
you choose this hotel for him?

Arranging a conference 74




Confirming arrangemenis

NiNg 2 o Rachel telephones Daniel to check some details about the conference. Listen to their
conversation and take notes.

9\‘;& ~ e & B2 & s ey e

gUonEs

Amtech - Phone Daniel Black to confirm
Prague details

o September

° delegates

e Accommodation for
e One conference room and

o Delegates pay for

o Dvake =i S o

o Europa Events fo confirm

> Checking and confirming

e We often have to check information on the telephone.
I'd like to check some details.
So, ... Is that correct?
Sorry, did you say .7
e We often confirm arrangements with a letter or fax.
| am writing to confirm ...
We are happy to confirm ...

Speaking @ Work in pairs. Student A: Look at the Activity sheet on page 126. Student B: Look at
the Activity sheet on page 130.

Writing @ Work in pairs. Write Rachef’s letter to Daniel to confirm the conference booking.
Enclose the programme from Exercise 2. Plan the letter before you begin to write.

What information do you need to include?
How rmany paragraphs do you need?
What information will you write in each paragraph?

What phrases will you use in each paragraph?

z




0 Match each verb with a noun.

2
3
4
5
6

arrange \ a quotation
decide on a conference

ask for delegates
make a budget
invite details
finalise a proposal

9 Complete the sentences with the correct form of the
words below.

quote require locate arrange propose confirm

When | have all the details of your requirements, I'l

make a in writing,
The conference is in a quiet

Rachel Day is a conference for
us in October.

Please let me know if any delegates have any special

food . for example, if they are
vegetarians.
They have given us a of

£50,000 for the organisation of our sales conference.

I'll send you a letter of next

week.

9 You are a conference organiser. A client wants to
organise a conference. Write questions to ask the
client about the following.

delegates How many delegates will

there be?

location

budget

time of year

duration

rooms

Arranging a conference

e Look back through the unit (including the tapescripts).
How many words connected with conference can you
find? Now write words which go before and after
conference.

9 You are Rachel Day. Make your letter to Daniel Black
more concise. Write only the essential information.
Write 60 - 80 words.

@ Exam practice

® You are Daniel Black. You have organised a
marketing conference for your company at the
Karoliny Conference Centre, Prague.

® Write a memo to the delegates:

* saying where the conference will be

* saying when the conference will be

* asking everyone to confirm if they can
attend.

¢ Write 30 - 40 words.

MEMO
From: Daniel Black

To: Marketing Personnel

7




At aconference

Welcome to the conference

Listening1 @) Frank Stanford, the Sales Director of Vitesse Sportswear, makes the

opening speech at the company’s Annual Sales Conference. Listen and
complete the programme.

Vitesse Annual Sales
Conference 2001

Saturday 16 June
10.00 Arrival
10.15 Opening speech
w3
12.30 Lunch
1400 (2) B
15.30 Coffee
16.00 Guest speaker:

)

(Allman & Partners)
(4 Sessions end

ma ey =
20.00 Dinner

Sunday 17 June

6) Workshop: (7) _ e
10.30 Coflee
ey -
12.00 Farewell lunch

@ Listen again and answer the questions.

How many annual sales conferences has the company already had?
How many days do Vitesse conferences normally last?

Why are all the delegates together at the first session?

Whiat is the guest speaker going to talk about?

How far away is the restaurant?

Where is Jodie Cox based?

o L AW N —

Grammar € Read the tapescript and underline the verb forms that follow as soon as,
after, when, until and before. Then complete the information on the

opposite page.




” Time clauses

e When we express time in the future, before, after, when, as soon as and
until are followed by the or
We'll start the session as soon as he arrives.
We can go for lunch after she’s finished her presentation.

Speaking e Work in pairs. Your teacher will give you some cards. Use the information on the cards,
?Fi the agenda and the words below to form complete sentences.

before after when as soon as until

© Work in pairs. A company is organising a weekend conference in your city. The
delegates are arriving at 6pm on Friday and leaving at 8pm on Sunday. Four hours of
sightseeing is on the programme. What would you show them and when would be the
best time?

The conference report

Reading @) Two weeks after the conference Vitesse produces a report summarising the conference
sessions. Match the extracts from the report with the sessions on the programme.

T -~ S -
i ot i e a e i P eSS T e e b e e i o et N N e T N -

A An extremely useful presentation that gave us all something to think about. I'm sure
everyone will benefit from the helpful tips for dealing with customer calls. We are
planning a training pack to improve the way the group deals with incoming calls.

- [RPSENEN R i i o S ~ o ———

B A highly productive workshop session that resulted in some intelligent ideas for
- promoting the company’s latest product. The launch will mean that we all have an

-egcciting.and busy twelve months ahead of us.

N

Sy e S St b e s

C As always, it was interesting to see how the whole company has performed over
' the last twelve months. All the presentations were brief, professional and
extremely well-prepared. The positive figures were certainly a great start to the

conference. .

- e .

. AP R B

ey e e A S T

D This workshop session gave people the opportunity to discuss the company’s sales
objectives and strategies. This was a hard but rewarding session with serious and
occasionally heated discussion on a range of issues.

- NSNS
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@ Answer the questions.

| What is Vitesse going to do as a result of the guest speaker’s session?
2 In which session did the speakers make short presentations?

3 How has the company performed over the last twelve months?

4 What did the delegates find difficult to agree on?

Vocabulary € Read the extracts from the report again and underline all the adjectives describing the
sessions. What are the opposites of the adjectives?

Listening 2 0 All the Vitesse delegates have to fill in a feedback form. Listen to Jodie Cox talk to a
colleague about the conference and fill in the form for her.

Viesst

Vitesse Annual

les Conference
?::icago, 16 - 17 June 2001

Feedback

Content
Organisation
Venue/ Accommodation

nces
Suggestions for future confere

Any Other comments

Speaking @ Work in pairs. What makes a good conference?

At a conference
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a Complete the following sentences in your own e

words.

| We'll send everyone a memo as soon as ...

we make the final arrangements.

2 We can't book the rooms until ...

3 I'll give you the programme before ...

4 The conference will finish after ...

5 We'll start the session as soon as ...

6 Il copy the report for you when ...

@ Look at the adjectives below. Write the opposite

adjective next to it.

I helpful unhelpful ...

well-prepared

positive

useful

productive

exciting

N oy AW N

rewarding

9 Write the opposites of the sentences below.

| She sent me a long conference report.

She sent, me a short conference report.

2 The conference was hard to organise.

3 She gave a long sales presentation.

4 Some of the sessions were too long.

5 The hotel beds were very hard.

6 The journey to the restaurant was fong.

7 The speaker was hard to understand.

At a conference

Exam practice

® Look at questions | - 5.
® In each question, which sentence is correct?
® For each question, mark the correct letter A, B

or C.

I : 3 :
' Due to circumstances beyond our control, |
the conference will be postponed.

A The conference will take place as planned.
B The conference will not take place.
C The conference will take place at a later date.

2 Delegates are asked to !

check out by 10.30 a.m.

= 3
The delegates should leave their rooms

A before half past ten.

B atten thirty,

C earlier than half past eleven.

3 : -
Could all speakers please produce
summaries of the sessions they gave.
= |

The speakers should write
A full details of what is in their session.
B a brief report about their session.
C a proposal for their session.
=

4 .
| WORKSHOPS -
Improving margins Wagner suite ‘

Selling on the telephone Schumann suite
Marketing new products Bach suite ‘

—=

The workshop on increasing profits will be in the
A Wagner suite.

B Schumann suite.

C Bach suite.

5 S i I
Mr Sylvester is used to giving
‘ presentations to large aundiences.

Mr Sylvester

A doesrit give presentations 10 large groups any more.

B often gave presentations to large groups In the
past.

C often gives presentations 10 large groups.



Exam focus: Listening

The Listening Test

The Cambridge BEC Preliminary Listening Test has four parts.

Part  Input Task
| Short conversations Muttiple-choice
2 Short telephone conversation Gap-filling (numbers and one
or monologue spelling)
3 Monologue Gap-filling (words and one date)
4 A longer conversation Multiple-choice

or monologue (3-4 mins)

Length: A total of 12 minutes of listening material played twice, plus
10 minutes at the end to transfer answers to the Answer Sheet.

Before listening

ﬂ It is important that you use your time well even before you listen. Here
are some tips.

e Always read the instructions very carefully before you listen.

e Check the type of answer you need to give. Is it a letter, numbers or
words?

e Check the number of words you should write for each answer.

e You will always be given time to read through the questions before you
listen. Use this time well. Try to predict words you might hear and what
the answer might be.

Q Work in pairs. Look at the Listening Test below. Predict words that you
might hear in the recordings.

I Which bar chart shows the sales of Solex Ltd?

A B (&

2 Which sign are the speakers talking about? ‘

] CANTEEN QUIET PLEASE |
L'FI)S:;ROF | CLOSED DUE TO| EXAM IN
STAFFILLNESS | PROGRESS
A B C




While listening

You will hear every part of the Listening Test twice.

First listening
Try to get an idea of the general context and answer as many of the questions as
possible. However, do not worry if you do not understand every word. Also, do

not worry if you do not know all the answers yet, The second listening will give
you a second chance.

Second listening

Do not stop listening if you think you know the answer: with multiple-choice
questions the recordings often include words from the incorrect options. Listen for
negatives and words such as but or instead of.

After listening
@ In order to obtain a high mark, you need to check carefully. Here are some tips.

e Make sure that you give only one answer for each question.
e Make sure that you answer every question.
e Check your answers after transferring them on to the Answer Sheet.

Find the candidates’ mistakes on the question papers below.

Questions 16 - 22

Look at the notes below.

Some information is missing.

You will hear part of a presentation by a Human Resources manager.
For each question, fill in the missing information in the numbered space
using one or two words.

Department: (16) ...........cooviniieneienns

Vi . Questions 23 - 30
acancy. e Listen to two managers discussing the price of a product.
Pttt ¢ For each question 23 - 30, mark the correct letter A BorC

e You will hear the conversation twice.

23 The managers want to raise the price because
materials have become more expensive.
B the product is selling very well.
of a pay rise for the workers.

.“p‘\ —
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Part One 7 Which photocopier do they decide to buy?
. : A The X40.
Listening tips B The BTI00.
C The RX200.

| Read the instructions carefully.
2 Read the information before you listen.

; 8 Which part of the factory does Al t t
3 Listen to the end of each extract before you 2 B 7 0

change?

choose your answer. A The packing hall,
4 Use the second listening to check your answers. B The warehouse.
5 Transfer your answers carefully to the Answer C The production line.

Sheet,
Questions | - 8 pare Twa
e For questions | - 8, you will hear eight short PR

Listening tips

recordings.
e For each question, mark one letter A, B or C.

) Read the instructions carefully.
® You will hear each recording twice.

|

2 Read the information before you listen.

3 Use the second listening to check your answers.

4 Transfer your answers carefully to the Answer
Sheet.

I What is Maria’s job title?
A Sales Executive
B Marketing Manager
C Managing Director Questions 9 - 15

e Look at the notes below.

2 Where are they going to take the visitors? e Some information is missing.

The Italian The Thai The Potato e You will hear two people discussing an
Experience House House invoice.
e For each question, fill in the missing
A B c information in the numbered space using a

word, numbers or letters.

- I .
3 What was the final decision about the meeting! e You will hear the conversation twice.

A It will take place as arranged.
B It will take place at a later date.

© ftwilnot take piace. SHARPENERS - the stationers]
4 Which part of the job offer was George

unhappy about? Invoice number: (9) e

A The amount of pay.

B The number of hours. Invoice date: (10) .. February 2002

€ The number of holidays.

Photocopy paper: (11) ... boxes @ £9.94

5 Which graph is the Head of Department talking

about? VAT @ 12) ... %

Total to pay: (13) £ e

To reach us by: 17th March 2002

| I |
A C
8 Contact name:  (14) Marjorie .
6 When are the visitors arriving?
A Ten o'clock. Telephone no.:  (15) 01623 ..

B Half past ten.
C Eleven o'clock.
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Part Three Part Four

Listening tips Listening tips

| Read the instructions carefully. | Read the instructions and questions carefully.

2 Read the information before you listen. 2 Do not worry if you miss the answer first time.

3 Think what what kind of information the answer 3 Use the second listening to check your answers.
might be: a name, address, number etc. 4 Transfer your answers carefully to the Answer

4 Use the second listening to check your answers. Sheet.
5 Transfer your answers carefully to the Answer ;
Sheet. Questions 23 - 30

e Listen to a Head of Department talking to an

Questions 16 - 22 employee about her performance.

e Look a‘t the nof:es.. o e For each question 23 - 30, mark the correct
e Some information is missing. letter A. B or C.
e You will hear a woman talking to some e You will’hear the conversation twice
journalists about a new product range. '
e For each question, fill in the missing 23 Sharon started working for the company
information in the numbered space using one A some time last year.
or two words. B one year ago.
o You will hear the recording twice. C over a year ago.
24 Sharon found out about the vacancy from
JollyGood Skincare A afriend
B a newspaper.
C an internal memo.
Head Office:  (16) ...............
25 Sharon does not enjoy
Core market: (' ) A answering the telephone.
. B typing invoices.
New range: (L) JS—— cosmetics C preparing price lists.
Target market: (19) ............... women 26 The biggest problem with the computer is that
. - A she doesn't know the program very well.
Selling point:  (20) ............... B it regularly stops working.
Launch date: (21) ....cceceneeee C the monitor is too small
- 27 Sharon would like the company to bu
Advertising A new software ke ’
slogan: (22) .ovvverreen ‘
B new computers.
C new monitors.

28 When dealing with complaints, she would like to
A take more responsibility.
B pass the customer on to her boss.
C give the customers money back.

29 Sharon'’s boss thinks that some customers
A often receive faulty orders.
B often make mistakes.
C are not always honest.

30 Sharon’s main aim for next year is to
A get to know the customers a lot better.

B make fewer mistakes.
C learn more about the products.
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Production

Bread production

Listening 1 @) Brian Benfield, Production Manager at Gossens, a UK food group,
explains how baguettes are produced. Before you listen, put the
following stages of the process into the correct order.

D cool the baguettes D box the baguettes D mix the dough
D wrap the baguettes D form the baguettes D bake the baguettes
D weigh the ingredients (flour, yeast and water)

Now listen and check your answers.

@ Look at the floorplan below. Listen again and write the correct numbers
next to the following:

D circuit D first prover D baguette former El] mixers

D divider D second prover D oven D cooler

Floorplan of the bakery

e

@y

Trays return to start —— =
packingline2 ) I.

i

K~

Storage

a packing line i

Speaking €) What happens at each of the machines on the production line?




@ Complete the information below.

The Passive

The passive is formed with the verb

(in the correct tense) and the of the verb,
The ingredients are weighed.

The company was set up in [982.

Vocabulary e Which verbs can be used with each noun? Tick (/) the correct boxes.

weigh mix bake cool wrap box despatch
ingredients v

dough

baguettes

boxes

Now think of another noun to go with each verb.

WEIEN i WEAD e
MIX e box e,
bake ., despatch ..o
COOl i

Speaking @ Work in pairs. Think of three processes. How many of the verbs below can you use to
describe each process?

check cool cut despatch heat
mix press weigh wrap collect

Sending a parcel

First the object is wrapped. Then the parcel is weighed. It is taken to the post office or collected
by a courier. Then the parcel is despatched.

Flour
silos

Dry Packaging
I ingredients store

) It i35
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Listening2 @)

Grammar Q

Production problems

Brian Benfield talks about production problems at the bakery. Before you listen, decide

which of the following would cause problems most often. Then listen and compare your
answers.

e human problems
e electronic problems
e mechanical problems

Listen again and complete the sentences.

The computer stops the whole process

If the computer gets the mix wrong,

If a mixerman forgets the yeast and additives,
When an old tray loses its shape,

LA W N —

We can lose up to an hour and a half of production

> When or if?

® When is used when we expect something to happen.
The trays pass through a sensor when they enter the oven.

® |fis used when we are unsure if something will happen.
We can lose an hour and a half if we have a really bad day.

Match the following sentence halves and complete the sentences with when or if.

The trays pass a sensor when they enter or exit any machine.

I The trays pass a sensor they get jammed in them.

2 The baguettes do not ris:\ they enter or exit any machine.

3 The line produces 6,000 baguettes an hour  the oven temperature is too high.
4 The baguettes are taken off the trays the dough does not prove first.

5 Old trays can damage machines everything runs properly.

6 The baguettes burn they have left the cooler.

Work in pairs. What goes wrong at your partner’s place of work? What does he/she do
when things go wrong?

Production




o Rewrite the following sentences using the passive. e Exam practice
| We weigh the ingredients. ® You are the Production Manager at a factory.
® You notice that some packing machines are not
set correctly for some new packaging.
2 The system feeds the ingredients into the mixers. ® Write a2 memo to all packing machine gpégators:
# explaining the problem
# saying which machines are having
problems
* asking them to check the machine
settings.
® Write 30 - 40 words,

The ingredients are weighed.

3 A machine drops the baguettes onto a tray.

4 Ovens bake the baguettes for ten minutes.

MEMO

5 A blower blows cool air over the baguettes. To: Al packing machine operators

From: Production Manager

6 Packing machines pack the baguettes in boxes.

@ Look at the flow chart below. Write a short text e Ty N
describing the start-up process for the baguette )
production line. Add any words which are necessary “
(articles, sequencers etc.). — - |

0 check production
line and sensors

|

start production S ——— Syt
line

Does e ——————————————
line No re-set sensors
start? ! —-

Yes
feed ingredients

R . -
Into mixer

clean out mixer

.

ingredients - ]
send dough to
divider -
9 Complete the diagram with vocabulary from the -

tapescript for Listening | on page 140.

- - processes

Uit |32 88
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Quality control

Monitoring quality

Speaking “ What does the job of a quality control (QC) manager at a snacks factory
involve? Use the verbs below.

check monitor inspect. sample reject

Listening 1 @ Pauline Carr is Head of Quality Control at Coopers, a UK snack
producer. She talks about monitoring quality. Listen and complete the

table below.
Quality Control at Coopers
Inspection points
| Suppliers 2 Goodsin 3 4 Finished goods
e QC processes ® quantities e cooking ail °
® e e flavouring e packet seal

crispness
— .f W

6 Listen again and answer the questions.

| Why is hygiene very important for the supplier?
2 Why is it important to check transport packaging?
3 What happens if the snacks are too oily?

4 How do they check the taste of the snacks?

Speaking @ Work in pairs. What QC processes are there at your partner’s place of
work?




Listening 2 )

Quality control

improving quality

Pauline is in a meeting with Jack Simmons, the Production Director, and

Keith Taylor, the Operations Manager. Read the memo below. Then listen

to their discussion and answer the questions.

I What is the problem?

2 What causes it?

3 Which proposals do Keith and Pauline each support?
4 What action does Jack decide to take?

Coopers Quality Snacks ‘.

Internal Memorandum

To: Pauline Carr
ce: Keith Taylor
From: Jack Simmons
Date: 8 March 2001

Re: QC Meeting 9 March 2001

Qur reject levels have risen by over 5% in three weeks. Chemical
analysis shows that fat levels are above the acceptable maximum.

Here are some ideas for dealing with the problem. Please be prepared
to discuss them at the meeting,

Increase the sampling rate
Change the cooker temperature sensors
Change the cooking oil more often

LI

o bt cmanilinbi 2h1 s B

@ Listen again and choose the best option to complete the sentences.

| The samples do not pick up the high fat levels because
A the cooker does not work properly.
B the oil temperature changes too quickly.
C the factory is running at full capacity.

2 Pauline does not want to increase the sampling rate because she
A thinks the rate is already good enough.
B has not got enough staff in her department.
C does not think it will make a difference.

3 Keith does not want to change the sensors because
A the sensors are very expensive.
B it would mean losing production.
C he has already changed them.

4 The temperature sensors do not work properly
A when the cooker oil gets dirty.
B if samples are not taken regularly.
C because the cookers are old.

5 Keith does not want to change the oil more often because
A it will be expensive and cut production.
B he thinks changing sensors is a better idea.
C he does not think it will make a difference.




9l

e

Grammar e Look at the tapescript on page 140. Underline examples of the present simple. What
are the different uses of the present simple in the conversation?

Conditional (real possibility)

e We can use the following conditional forms to talk about the possible
results of an action:

If + present simple, will
going to + infinitive
might

e We can use will/ going to when we are sure of the result.
e \We can use might when we are not sure of the result.

il '{__’_‘E'".JM i

0 You are discussing changes to the place where you work. Here are some of your
colleagues’ suggestions. Your thoughts are in brackets. Write responses using conditional
sentences.

| “I think we should buy new machinery.” (Very expensive!)

If we buy new machinery, it'll be expensive.

2 “We need to spend more on training.” (Possibly improve quality)

3 “We have to work more overtime.” (Problems with the workforce!)

4 “Why don't we increase the workforce?” (Spend too much time training new people)

5 “Let's increase our QC activities.” (Possibly reduce reject levels)

6 “We can only offer workers a 2% pay rise.” (Never accept it!)

Speaking © You are the directors of 2 small soft drinks producer. You are going to hear descriptions
~ of different problems at your company and possible solutions. Discuss the problems and
',' decide what action to take. Use some of the words below.

Let's ... Why don't we .7 We should ...

Unit 13b Quality control



” Match the words. Then use them to complete the
sentences below.

quality — life
inspection control

!

2

3 shelf analysis

4 finished in

5 goods goods

6 chemical points

I All are stored in a warehouse
ready for despatch.

2 There are five main in our
quality control programme.

3 The department is next to the
production hall.

4 The of our ingredients is about
two weeks. After that we throw them away.

5 We check all when they arrive
at our warehouse.

6 The is carried out in a

laboratory in the QC department.

@ Match the words with their opposites. Then
complete the text with the correct form of the
words. Do not use any word more than once.

| demand fall

2 goodsin increase

3 rise accept

4 reject supply

5 reduce finished goods

The problems started about 6 months ago. We were
already at full capacity when (1)
suddenly went up by 30%. We only had one

warehouse so both (2) and
(3) were in the same place. There
was no way we could (4) our

storage space so we worked very closely with our
(5)  who delivered the ingredients
just when we needed them and not before. On the
production side, both workers and machinery had to
work overtime and our quality levels began to
(6) . We soon noticed a
@ in our (8)
levels and we had to throw away more and more

finished goods. But we couldn't really do anything about it
without (9) capacity so we just had to
(10 the situation.

Quality control

0 Complete the following sentences with the correct
form of the verb in brackets.

I We (need) Il need to increase capacity if
we (get) get any more orders.

2 Even if we (change) the sensors,
it (not/make) any difference.

3 if it (not/make) any difference,
we (talk) about it again next week.

4 If demand (increase) . we
(have to) increase overtime.

5 What (happen) if we
(keep) the oil in the cooker
longer?

6 We (have to) spend more on
training if we (want) to improve
quality.

7 Ifthe goods (not/arrivey ____ soon,
we(ooky  foranew supplier.

8 The QC department (not/be)
happy if we (increase) _____ the

sampling rate.

o Exam practice

® Look at the notice below. It shows the different
divisions of a manufacturing company.

® For questions | - 5, decide where each person
should go.

e For each question, mark the correct letter A - H.

e Do not use any letter more than once.

A Production line
Warehouse
Despatch

Research & development
Quality control

Packing line

O mMmpnNnm

Canteen

H Washrooms

I Sam needs to get changed and freshen up after her
shift.

2 Vince wants to research how the goods are
currently manufactured.

3 Kate needs to take sample products for inspection

4 John needs to check the quality of the storage
facilities.

5 |an wants to see what happens to the goods after
they have been packed.

ap -




Direct service providers

The call centre

Speaking @) Call centres are a rapidly growing business sector in the UK. Why do
you think companies are investing so much money in them?

Listening1 @ George Watt, the National Sales Manager at Direct Line, talks about call
centres. Listen and complete the journalist’s notes.

Advantaqes ——"
- Heenemr or the cLont.
T R f

immedvate
ke custemers sall, thay qut On LWMEZY

Preducts __r_;r#Jr'#"
o Jusurance dunes: wetor, (0) —————
tradeb and bufe.

ersonad
o Tunanciad serivees: wortqaqes. P

8) " ‘ e
o Yokiche freakdown serivee

Future




Vocabulary @)

Speaking @

Direct service providers

Listen again and choose the correct option to complete the sentence or answer
the question.

I Direct Line’s costs are lower because the company does not have to
A pay as many claims as competitors.

B rent shops or pay commission.
C pay for advertising.

2 Operatives can deal with a call quickly because
A they are good at making decisions.
B the company employs a lot of staff.

C of the technology.

3 Call centre technology means that operatives @
A need a lot of special training. 4 0 0 0 0
B have a lot of responsibility. ’

Direct Line's motor telesales

operators handle around 40,000
incoming calls a day.

C can deal with aimost every call.

4 In future, direct service providers will have to
A reduce the size of their call centres.
B make job offers more attractive.
C cut wages to keep prices down.

Match the words with the meanings.

broker \ money you pay for insurance
m

I

2 premiu person who buys and sells things, e.g. insurance, for other people
3 daim money paid to a salesperson for every sale he /she makes

4 policy loan to buy a house

5 mortgage request for money to be paid by an insurer

6 commission insurance contract

~ Future possibility and probability

e We can express possibility in different ways.
Call centre staff will possibly work from home.
Companies could/might find it hard to compete in the future.

e We can also talk about probability in different ways.
Companies will probably have difficulty finding staff
Prices are likely to fall in the next few years.

Work in pairs. Are the following situations possible in your country?

| Companies will provide more of their services by telephone.
2 The price of insurance will fall because of cheap competition.
3 Fewer insurance companies will use agents in the future.

4 Call centres will use video-phones for face-to-face contact.

b 3
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Working in a call centre

Listening 2 0 Work in pairs. George Watt talks about working conditions in a call centre. Before you

listen, decide whether the following statements are true or false. Then listen and check
your answers.

The computer system monitors the workers every minute of their shift.

Call centre operatives can earn productivity bonuses for selling a lot of policies.
Operatives normally work a lot more hours than office workers.

Operatives work the same hours every month.

The call centre is open from 9am until 5pm on weekdays.

Call centres employ a lot of young people and women.
The company tries to make working in the call centre more interesting.

~N oy W N —

Zoe Connolly, 22

I've just finished university and I'm looking for a job. I've got a degree in

business studies but I'm not really sure what | want to do. I'd like to take some
time off and travel around the world but | don't have any money.

Steven Gregory, 32

I'm unemployed at the moment. |'ve worked in sales a
lot and I'd like to continue in that area. | really enjoy
working with people and visiting customers. Sales is
always interesting because you know you can always
sell more, so you never relax.

Helen Taylor, 26

| worked as a secretary after leaving school but | stopped work last year to
start a family. My daughter is now nearly six months old and | would like to go
.4 backto work. My husband works in an office from 910 5.

Speaking € Work in pairs. More and more organisations are offering their services and products
directly over the telephone and on the Internet. What changes could this make to our

daily lives?

95 Direct service providers




0 Look back through the unit (including the tapescripts).

How many words connected with insurance can you
find? Now write words which go before the word
insurance and words which go after.

@ Which is the odd one out?

| contract  policy agreement memorandum
2 cost claim premium  price
3 premium location  price commission
4 instant immediate  exciting fast
5 life loan motor house
6 volume  total quality number
7 loan mortgage provider  pension

e Complete the sentences with the words below.

SUPErVisor loan premium
policy rmonitor broker
claim commission enguiry

|| changed my car insurance because the

was lower.
2 | bought the car with a from
the bank.
3 We know a who advises us on
insurance.

4 As an insurance salesman he earns

on everything he sells.

5 A new customer phoned me to make an

6 The system lets us what the

operatives are doing at any time.

7 My car has just been stolen so | need to make a

8 Her house insurance ran out
last month.
9 A makes decisions if operatives

have to deal with large or unusual risks.

Direct service providers

| Se-stucy
Exam practice

® Read the newspaper article below about call
centres.

® Choose the correct word from A, B or C below.
@ For each question, mark the correct letter A, Bor C.

‘New call ceni;'e; c;éates
2000 jobs in north-east

More good news. Barclays Bank is setting up
a call centre in Sunderland (1) ..... of the growth
of its telephone banking service. This is a welcome
decision for the north-east, (2) ..... companies
considered less attractive (3) ..... regions such as
London and Scotland in (4) ..... list of the best
locations for call centres. Opening early next
year, the centre (5) ... expected to employ
2.000 people over the next three years.

Barclaycall, the telephone banking service, (6) .....
introduced in 1994 and has (7) ..... than
600,000 customers. The service has 650
employees in Coventry and (8) ... 200 at a
centre in Manchester. Barclaycall is (9) ...
25.000 new customers every month and the
bank expects one million customers (10) ... the
next two years. One director said: “Opening
another call centre shows (11) ..... popular our
telephone banking service is (12) ... our
customers. Barclays will continue to invest to
satisfy their needs.”

I A because B despite C due

2 A where B what C which
3 A that B than C as

4 A there B ther C its

5 A are B be C s

6 A was B were C have

7 A more B many C rmuch
8 A extra B different C another
9 A atfractive B atiracled C attracting
10 A at B over C on
1A why B very C how
12 A with B between C through

2




The banking sector

The banking revolution

Reading 0 Read the article and match the headings with the paragraphs.

B
U‘I

ST

New banking products
The future of banking

In spite of all the recent mergers and cost-
cutting in the European banking sector,
experts are warning that thousands of jobs
are still at risk. UK banks could cut up to
20,000 jobs ever the next two years as they
try to compete with supermarkets and direct
providets. Switzerland and Germany, with
their over-crowded retail banking markets,
could see even greater job losses.

The need to reduce non-IT costs is
becoming increasingly important as
Europe’s banks invest heavily in electronic
banking and meet the costs of dealing with
the millennium bug and European
economic and monetary union (Emu) all at
the same time. The domestic branch
networks will suffer most, with several
European banks planning to close up to 15
per cent of their smaller branches.

he staff reductions are made possible by
the development of electronic banking
services such as telephone banking, smart
cards and PC banking, Alan Higgins,

Warhings of redundancies

Manager of Direct Financial Services at
Carlisle NSB, a UK bank, is hoping that
home banking technology will put the
company ahead of its competitors. “We are
testing a product called HomeBank with
2,000 of our customers who have a 24-hour
direct modem connection.”

he banks have to find a way of cutting

staff and using technology without
affecting the quality of service. “'We have
to take the bank
to the
customer”
says Alan
Higgins. “I do
a lot of my
day-to-day
banking on a
Sunday.”
However, in
spite of the
warnings about jobs, recent figures suggest
that banks will continue to make record
profits.

IR S G EASE

Sweden Switzerland UK

France Germany ltaly Netherlands Spain
Number of
banks 627 3.730 1,004 128 15 107 395 591
Bank branches
per million 445 600 397 317 893 460 1,066 339
inhabitants
Q@":ﬁ‘*mm 06%  137%  88%  145%  171%  318% 50%
on capital 1996




Writing Q Take notes from the text under the following headings.

The banks’ plans Reasons for cutting costs Banking services

Cut jobs

9 Choose the correct option to complete the sentences or answer the questions.

[ Over 20,000 jobs could be cut by
A supermarkets and direct providers.
B banks in the United Kingdom.
C Swiss and German banks.

2 The banks have to cut staff costs
A so they can finance IT investment.
B in order to expand the branch network.
C because they are losing money.

3 How does HomeBank work?
A Customers telephone the bank during office hours.
B The bank answers telephone calls 24 hours-a-day.
C Custorners do their banking on a home computer.

4 How are the banks performing?
A They are making more money than ever before.
B Increased competition means they are making less money.
C The cost of IT investment has reduced profits.

Grammar @) Find words ending in -ing in the article. Write them in the groups below.

-ing in the present

-l -l r prepositions .
ing as a noun ing after prep continuous

cost-cutting

s Preposition + -ing

e Prepositions are usually followed by -ing or a noun.
Banks have to meet the costs of dedling with the euro.
Banks are investing in new technology.

The banking sector 98



Verb Noun Verb Noun
merge Smerger., compete
............... increase invest
reduce e closure
............... cut development

Speaking @ Work in pairs. What changes are taking place in your partner’s sector?

Home banking

Listening 1 @) John Barnard enquires about telephone banking. He has noted down some questions.
Listen and take notes to answer his questions.

BB o o

WO e
How dees it work 7

Serweas asahalely ?
What does it et 2

Whea can | we it ?

Listening 2 Q John applies for the telephone banking service. Listen and complete the form.

Telephone banking Application form
First customer Account details

Your title Mry/ Mrsy Mgs/ Mss Other fitls Sort code

Your last name Account number

Your first names Home branch /'—/

Your address (where we can write to you)

Your postoode
Date of birth
Phone number

“\--——-.._,_.__\_

Speaking € Work in pairs. What home banking services does your partner’s bank offer? Does your
partner use any of them? What other services would he/she like?

99 The banking sector



o Complete the crossword.

l 2 3

Across

| A print-out with information about your account.

4 Alocal office of a bank.

6 Abbreviation for European Monetary Union.
7 To make something smaller.

|0 A plastic card with a computer chip on it.

[ | The banks are still making a lot of it.

|2 Abbreviation for information technology.

Down

2 Where you keep your money at the bank.
3 Ajoining together of two companies.

5 An area of economic activity.

8 Atype of bank account.

9 The people who work for an organisation.
| | You need one for computer banking.

0 Match the verbs and nouns.

| check \ bills

2 transfer a balance

3 pay aform

4 order a PIN number
5 sign a statement

6 follow money

7 keyin instructions

unit.

| compete in a service

deal \ with a form

The banking sector

Match the words below to make phrases from the

2

3 invest down\ another company
4 pay in some details

5 Al for problems

6 note with new technology

Exam practice

® Read the fax and note below.
® Complete the note to Jane Little.
® Write a word, phrase or number in spaces | - 5.

To: Lisa Jones
Island Clothing Co.

From: Andy Smith
HomeBank Customer Services
Carlisle NSB

Date: 22 February 2001

Pages: |
Hello Lisa

Here’s the information you needed about using
your computer for PC banking. Using your PC
shouldn’t be a problem as you can even use the
software on old computers.

Anyway, what you need is an IBM compatible
PC with a 3865X processor or higher. We
recommend you use a computer with at least
4MB of RAM. You’ll also need Windows
software, version 3.0 or higher.

Finally, vou’ll need a fast modem. | hope that
answers all your questions. If you need any
more help, give me a call.

All the best

Andy

Peter

Jane in Accounts wants to know
whether her computer is OK for
PC banking. Here's a fax 1
received from the bank. Could
vou send her a note with the
information she needs?

T'hanks

Lisa

To: “Jan{: Little
(1 Dept.

From: Peter Hargreaves
|

(2) contacted us with the

| information you wanted about PC banking.

Here are the requirements:

Processor(3) _

|
RAM (4)
Software (8)

ap



Exam focus: Speaking

The Speaking Test

The Cambridge BEC Preliminary Speaking Test always takes place with
two or three candidates and two examiners.

Part Format Input Task
| Examiner talks Examiner Speaking about yourself
to both candidates asks questions Expressing preferences
2 Candidate talks Written prompt Giving a one-minute talk

to candidate

3 Candidates discuss Written prompt Completing a
a topic together or visual prompt  collaborative task

Length: A total of 12 minutes.

How to succeed

During the Speaking Test one examiner will ask questions and give
instructions. The second examiner in the Speaking Test does not speak
to the candidates but is also there to assess your English. Here are some
simple tips to remember in the test.

Interactive communication

e Listen carefully to all instructions and respond appropriately. Perfect

grammar is useless if you do not answer the question you are asked.

Ask the examiner to repeat any instructions you are not sure about.

Give full answers, not just one or two words.

Keep to and complete the task. Do not talk about other things.

Good communication means helping the other candidate by asking

questions, checking understanding and giving very clear information.

e Work together with the other candidate to complete the task in Part
Two. Remember to speak to the other candidate and not the examiner.

Organisation of ideas

Show that you can organise your ideas. They can be organised in many
ways, such as:

e sequence (first of all, then, after that etc.)

e importance (! think the most important thing is ...)

e contrast (but, although etc.).

Grammar and vocabulary
e Do not try to use complicated words and structures. It is better to use

simple words well than difficult ones badly.

Pronunciation
e Speak clearly and at a natural speed.
e Relax and think before you speak. It is better to pause before a sentence

than in the middle of it.



Personal information

@ After introducing him/herself, the examiner will check that the information on the entry
form is correct. He/she will then ask both candidates a few general questions. Write
three questions for each of the topics below.

family transport

free time places to live

Now work in pairs. Ask and answer questions about the topics.

Speaking @ Work in pairs. Your teacher will give you some cards with possible Cambridge BEC
',‘ X Preliminary conversation topics on them. Take a card and ask your partner about the
' topic on it. Then take another card and find a different partner.

Listening @ Listen to Caroline and Cénéric doing Part One of a Speaking Test. Read the exam tips
again and listen to the test. What do they do wrong?

@ Now listen to the same candidates doing Part One of the test again. Is it better this
time? In what way?

Short talk

Speaking @ The examiner will ask each candidate to talk about a given topic. Look at the following
topic. Think of two things to say about each point.

What is important when ...? f
Choosing which airline to fly with
e Price

e Safety record

e Customer service L

@ Now look at the tips for Part Two of the Speaking Test below.
e Give an opinion about all the main points in the question.
e Use words such as and, but, as well, because, so.

e Think of a question to ask the other candidate.

Work in pairs. Discuss how you could improve your answer.
Listening @ Listen to Cénéric doing Part Two of the Speaking Test. What does he do wrong?

9 Now listen to Caroline doing Part Two of the Speaking Test. What is the difference?
Think of a question to ask her.

Exam focus: Speaking 102




Speaking @ Work in pairs. Look at the Activity sheet on page I3 1. Take it in turns to pick a topic
and give a short talk. Remember to ask each other questions.

Collaborative task

Speaking @) In Part Three of the Speaking Test the examiner will ask you and the other candidate to
discuss a situation and try to reach a decision.

.]" 93 2 Look at the ti ps for Part Three of the Speaking Test below.

e Listen to the examiner very carefully.

® Ask the examiner to explain if you do not fully understand.
® Ask your partner what they think and react to their ideas.
® If you do not agree, say why and give a reason.

@ Work in pairs. Your teacher will read you a scenario. Look at the prompt below. Discuss
the situation together to complete the task.

S . @he MWihite Hart
" The Seated Buddha é
| Tbai Restau-’/ant Real Ale and Good Pub Foo

Sunday Lunch - no booking reg
14 High Street, Alton

P |

' Charity Football Match
Kick-off 7.00pm
Long Rct;d Football Ground

Featuring
Premier Division Players
i and "
24 Westlnet | Familiar TV Personalities |
| e <
Authentic T| The Newl“"wwsﬁea?écam_ﬁ;_ — 3

Romeo And Juliet

William Shakespeare
A romantic tragedy

Saturday Matinee 2.30 pm
Evenings 8.00pm

Listening @€ Now listen to Caroline and Cénéric complete Part Three of the Speaking Test. What do
they do wrong?

© Now listen to the same candidates do Part Three again. What are the differences
between the way they do the two tests?

Speaking @ Work in pairs. Look at the Activity sheet on page |32. Use the information to practise
Part Three of the Cambridge BEC Preliminary Speaking Test.
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Exam practice: Reading

Questions | - 5

¢ Read the memo and the information about
office laser printers.

e Complete the form below.

s Write each word, phrase or number in
CAPITAL LETTERS.

— -

| Close & Sons

Memo

From: Rachel West
Date: 10 December 2001

|

‘ To:  Tim Nicholls

|

|

. New Colour Laser Printer
We'll have to order the new printer today
or it won't be delivered before
Christmas. Could you look at these 3
printers and choose one? We need a
printer that is fast but not the most
expensive. Could you place the order for
me this morning and leave me a copy of
the arder form?

Thanks
L — —_ — —— —~|_. ;
| 560Pro Tek200Q Pro-jet |
| width 50cm  40cm  82em
| Depth 53cm 50cm 45¢cm ’
Height 40cm 33cm 37cm |
Pages per min. 3 8 4.5 ;
Memory 12MB  24MB  20MB ‘
; Price £2995  £3495 £3800
[ _ _ S
I i
' ORDER FORM
|
‘ Company name: (1) ...
|
' Contact person: (2} ...
Date of order: (3) e
‘ Product: (4) oo |
|
! Price: 1 D |
| |
| J

Exam focus: Speaking

' 1
|
{
|
|
!
i
|

Exam practice: Writing

Part One

s You have decided to work at home
tomorrow.
® Write a note for your colleague:
*  saying you wor't be in the office
tomorrow
* explaining why you are going to work
from home
* giving your home telephone number.
e Write 30 - 40 words.

Part Two

* You are visiting a trade fair in Barcelona with
your boss. You have seen this hotel in 2
brochure.

Hotel Gaudi

Rambla de Catalunya 38, Barcelona

f The Gaudi is situated in the heart of j
Barcelona city centre with its exciting
nightlife. The hote} has 120 rooms
. including 42 business rooms specifically |
designed for the business traveller and
fully-equipped with communication

| facilities.

The hotel enjoys direct bus and train
connections to the airport (35 mins) and
exhibition centre (25 mins). Other
facilities include express check-in and |
check-out, 24-hour room service, two |
bars, restaurant, titness room and full
business centre.

® Write a memo to your boss:
*  mentioning the hote! in the brochure
*  describing some of the facilities listed
= saying why you think you both should
stay there
*  asking him which dates you should
book.
® ‘Write 60 - 80 words.



Delivery services

Parcel carriers

Speaking @) Work in pairs. Complete the information about UPS (United Parcel

Service) with the figures below.

326,000 22 billion 3.04 billion
157,000 500 |2 million

| lts turnover is more than dollars a year.

2 Each year UPS delivers parcels and documents.
3 The company owns vehicles (cars, vans, trailers etc.).
4 UPS also owns over aircraft.

5 UPS delivers parcels and documents daily.

6 The company employs about people worldwide.

Now read the first part of the UPS brochure and check your answers.

Welcome to UPS

UPS is the world’s largest package distribution company with
an annual revenue of $22.5bn. Our customers understand our
commitment to quality service and trust us to deliver over 12
million of their parcels and documents to over 200 countries
every day. This means our 157,000 vehicles and over 500
aircraft deliver more than three billion parcels annually. The

UPS Worldwide Guarantee ensures documents and packages
arrive on time, every time. Because you can rely on us, your
business partners can rely on you. Whichever UPS service you
choose, our 326,000 employees guarantee its quality and
reliability will be the same.

This is UPS’s fastest Service

It guarantees deli for your most
&l urgent
Europe and the L;‘éegy ?ge&.'m am next day toghundi;;:FZ??? and packages,
delivery by ph : Service also include ol cities across
Y Phone as soon as your shipment issdzﬁ:rzr:;egm S ot

B ups Express

S;:g EUPS Expedited
Xpedited offers ualit iabili
B i Theqse nl‘l Iif;‘erehabmty and scheduled delivery for your |
e8s

A uar
hgurs_ F_uH electronic "€ Quarantees door-to-door deliveries withi
within minutes in many cases Imation of delivery is ava“abrjn 48
] e

T.h UPS Standard
e UPS Standarg Service offers the benefi

ts of UPS's quality,



Reading € Match the phrases below with one of the features of the UPS services.

Vocabulary €@

2 All three services provide ...
3 With UPS Expedited you can arrange ...
4 Both UPS Express Plus and Express guarantee ...

NNIVIV Y]

Only UPS Express Plus guarantees ...

A same day delivery

B next day delivery

C delivery to only EU countries

D next day delivery by 8.30am

E confirmation of delivery

F worldwide next day delivery by 10.30am
G delivery on a particular day

Read through the brochure again and find examples of the following.

e words and phrases that are repeated several times

words and phrases written to impress the reader

> Prepositions of time

By/until. By refers to a point in time. Until refers to a period of time.
| can do it by 10 o'clock. (I can finish it sometime before |0 o'clock.)
We'll wait until 10 o'clock. (We'll wait for the period between now and and 10 o'clock.)

Within refers to a period of time. It can always be replaced by in.
We can deliver the package within two days.

In/on time. You arrange to meet a colleague at | o'clock.
Don't worry, she'll arrive in time. (She'll arrive before | o’clock.)
Don't worry, she'll arrive on time. (She'll arrive at exactly | o'clock.)

Match the following sentence halves.

NN W N —

Don't worry, an Expedited parcel will arrive in \ 3.30.

An Express parcel will get there within two days.

To arrive tomorrow, the package needs to leave by on time.

I'fl stay here until in time.

It arrived at 8.30, which was exactly 24 hours.

We sent it by UPS Express, so it should arrive UPS collects the parcel.

Speaking @ Work in pairs. Which three of the following features do you think are the most
important for a parcel delivery service?

Delivery services

next day delivery reliability global network
confirmation of delivery low prices high quality of service

ap -



Sending a parcel

Reading o Your company wants to send three packages to different countries. How much will each
item cost?

How to use the guide ‘\

All shipping charges are based on three considerations: the service 1
selected, the weight of the shipment and the zone number for the
destination. To find the correct rate for your shipment, follow these i
three steps:

1 Select your service 2 Select the zone 3 Find the rate

UPS offers a choice of Locate the destination Turn to the rate chart 3
Express, Expedited country and find its and match the shipment

or Standard. Refer to zone number. rate with the correct §
the zone chart to see zone number.
which services are
available.
go)
= X
*«% m |
o
: ¢I<age shlp ents .
: . | |
n
Destinatio - Packages i
Finland EU Zone zone zone zone zone
Poland

United States
For areas below
New Jersey:
07000 - 07999
08500 - 08999
New York:
10000 - 11999

10kg 3180 36.80 3100 37.00 4200
1.5kg 3450 3940 33.00 40.00 4650
20kg 37.10 42.00 3500 4300 49.10
25kg 39.70 44860 37.00 46.00 51.70
30kg 4230 4720 38.80 4830 5430

Weight £ £ £ £ £
0.5kg 27.70 3350 2850 3400 37.50

B Expedited Packages l
zZone Zonhe Zone Zone Zone
1 2 3 4 5
Weight £ £ £ £ g
1.0kg 3580 2740 3425 3780 37.80

20kg 40.80 3120 3875 4340 43.40
= et 3.0kg 4580 3460 4325 4890 48.90
40kg 50.00 3800 47.75 54.30 54.30

Other destinations

50kg 5420 4140 5225 5970 §9.70
6.0 kg 57.20 43.00 5505 6370 64 10

Bt i e AN R

Speaking @ Work in pairs. What kind of parcel delivery service does your partner’s company use? Why?

@ What other ways are there to send documents and parcels abroad? What are the
advantages and disadvantages of each method?

' 2. @ Work in pairs. Your teacher will give you two sets of cards showing items and destinations.
,' Take one from each set and decide the best way to send the item to that destination.

107 Delivery services




0 Complete the sentences with the prepositions.
in on by until within

I We sent it by Express Plus so it should arrive
by  8.30 tomorrow morning.

2 We chose UPS Expedited in order to guarantee
delivery 24 hours,

3 She’s very punctual. She always arrives exactly
time.

4 If you e-mail it, it'll get there minutes.

5 We can'tsend it

we've weighed it.

6 If you want delivery a particular day, you

can send it Expedited for scheduled delivery.

7 It needs to arrive tomorrow so we'll have

to send it Express.

8 Please wait I'inform you that | have
received the package.

@ Complete the sentences with the words below.

destinations urgent
charge weight
documents packages
vehicles rate
| UPS will deliver both your and parcels.

2 If you have the zone and the weight, you can work
out the delivery

3 Most UPS delivery are vans.

4 You can send really parcels to
arrive before 8.30am the following day.

5 There is a standard postal for
EU countries.

6 They deliver to in almost every

country.

7 ltis more expensive to send heavy
by post than by parcel delivery services.

8 The cost of the service depends on the
of the package and the speed

of the service.

Delivery services

® Look at questions I - 5.
® [n each question, which phrase or sentence is
correct?

® For each question, mark the correct letter A, B
or C.

Exam practice

For additional charges,
please refer to page 10.

You should turn to page 10

A 1o see about possible discounts.
B tofind out about extra costs.

€ for information about the product.

Guaranteed delivery within 48 hours.

The parcel will arrive

A in less than two days from now.
B in exactly two days’ time.

C inat least two days' time.

Export documentation may be
required for non-EU destinations.

Packages sent outside the EU
A must be documents only.
B will need special documents.

C might need special documents.

Payment to be made by cash on delivery.

The invoice has to be paid

A after the shipment arrives.
B before the shipment arrives.
C when the shipment arrives.

Transport papers must include an
approximate value of the shipment.

The transport documents have to show
A how much the shipment is worth.

B the delivery charges for the shipment.
C alist of what is in the shipment.

Unit 16a 108




Trading

An import agent

Listening @) Raupack Ltd is a small company based near London. Listen to Wolfgang
Rauch, the Managing Director, and complete the factfile.

C ;
Ompany Raupack [ 14

Activiti
1es  Agent for German pack;j
en ing
Machine Mmanufactyrers
® Provides .
K sales p
etwork
vy ork.

Services

docu i
. ments, Specifications ang
list
® De )
als with customer enquiries
and (3) h

—

L Ai"rangeS (4}

——

Foundeq In (5)_'_—__—————._.__

us it )
( I()Iﬂers ajor 0m anies ]]ICI Ide
\4 J' C n

SmithKline B
(6) eecham, Boots ang

@ Listen again and choose the best phrase to complete the sentence.

| Wolfgang Rauch left his job in 1982 because
A he did not like the company.
B he saw a good business opportunity.
C the company had financial problems.

2 Raupack expanded because
A its suppliers built very good machines.
B the whole market grew very quickly.
C its prices were very low.

3 Raupack became known for the
A fair prices of its products.
B quality of its products and service.
C skill of its sales people.



Trading

4 Raupack’s suppliers will have to develop
A their machines and customer support services.
B reliable and low priced machines.
C technically advanced and reliable machines.

Product Collator

e <

’ :

. )

s =

= =

y :
, \ )
Fes =

Speaking 9 Work in pairs. Your teacher will give you some cards describing how a customer orders

7['

Grammar @)

parts through Raupack. Read the cards and put the process into the correct order.

I Now decide which of the faxes or letters is
® an enquiry
® 3 quotation
e confirmation
® an invoice

2 Which of the faxes or letters would be
e in English?
e in German?

Look at the tapescript on page 143. Underline examples of the following tenses. How
does Mr Rauch use them?

| Present simple company activities (e.4. we translate their documents)

opinions (e.g. | think)

2 Past simple

3 Present perfect

4 Present continuous

Speaking @© Work in pairs. Ask your partner questions and write a factfile for his/her company.




Ordering parts

Reading @) A customer has received a quotation from Raupack. Read the letter and Jenny’s note
and choose the best phrase to complete the sentences.

11 CASTLE STREET

GUILDFORD

SURREY

Fax no: 32725 ; GU1 BKG
Date: 09.04.01 Tel: (01483) 564700
To: Eversham Dairy Products o E A LIRN] DO
FAO: Jennifer Tanner b & v e

Dear Ms Tanner
Re: Parts Quotation for SM300/Machine type 3000.002.93

Thank you for your enquiry. We are pleased to guote as follows:

[ aty | Description Parts No | Unit Price |

RZ0531 980715 (ous youx Lol Dok ©
: K&“‘?D“ kb ovde Boaen
s 7 ookl o oxad

o chava (SV.EN N

100 Tension spring

10 | Starting disc 3000.010.19
Spouwl
el Hag B

4 | Groovedbearing  6007-2RS19008 " TR Tl ke
e Yo Gade o T R
! 1 Level switch WF02 o g~ Mebit =
| I P — ——— e J{A‘;:_AI

The above prices are quoted in euros and are ex works in Germany. These prices
do not include packing, transport, insurance and VAT. Our standard terms and
conditions apply.

The parts would be ready for despatch from Germany approximately six weeks
after receipt of the order.

Kind regards

'Gfm hs t}\kﬁ"z\h

Gisela Mason
RAUPACK LTD

| The customer would like to

A buy some spare parts for a machine.

B buy a new packing machine.
C enquire about a new machine.

2 The letteris in reply to a
A confirmation of an order.
B request for information.
C letter of complaint.

The customer has to pay
A no extra costs.

B only import tax.

C all extra costs.

The order could

A leave the factory in about six weeks.
B be delivered in about six weeks.

C leave the factory immediately.

Speaking @ Work in pairs. Find five things your partner’s company orders. Does it order them by
telephone, fax, e-mail or letter? Which type of communication is best? Why?

Writing @€ Work in pairs. Read the note again and write a reply to Raupack. Write 50 - 60 words.
Plan your letter carefully with your partner before you write it.

11 Unitiéeb
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0 Look at the tapescript on page 142. Find the nouns O Re-arrange the words to make phrases from a
that go with the verbs below. written quotation.

..... customers. | you /enquiry / thank / your / for

I dealwith
2 pleased /to /follows / we / quote / are / as
3 apply / our / conditions / terms / standard / and

2 translate ) |
4 in/is/ price / quoted / euros / the
5 does / price /include / the / not / VAT

3 provide

6 hearing / forward / from / look / we /to / you

0 Match the sentence halves about the history of

Raupack. o Exam practice

| Mr Rauch began by ... G e |ook at the checklist below. It shows the
documents A - H which are needed to export
machinery.

2 The company's smaller suppliers wanted ...
pany PP ® For questions | - 5, decide which documents

A - H the people are talking about.
e For each question, mark the correct letter A - H.
® Do not use any letter more than once.

3 SoMrRauchsetup ...
4 His suppliers were very good at ...

5 Moreover, his company developed a name for ... |

Registration form

A Shipping papers
6 Raupack is now looking for new staff ... B Drawings
. . C Invoice
7 Inthe future, suppliers will have to develop the |
machines technically without ... D Specifications . |
) ) | E Handbook '
8 And Raupack will have to continue ... [
F Paris list
G
H

A the quality of its products and service. Guarantee

B developing technically advanced machines. L. S )

I 2% discount if payment is within ten days.
C someone to sell only their machines.

2 The customer fills it in and returns it in order to
D to provide the best possible service. go on our customer mailing list

3 [f they aren't correct, the machine won't get

E to help the company grow.
through customs.

F  losing any of their reliability. 4 Its translated so the engineers know how to

. . . operate the machine properly.
G working in sales for an international company.

5 We normally mark on it the spares that we think
H  his own company. the customer should always keep in stock,

Trading 12
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Recruiting staff

Recruitment methods

applicants to fill a job vacancy?

=iy @) Work in pairs. How many different ways can a company recruit

meadding @ Read the magazine article about recruiting staff and complete the

'O
)
0]
h
[
=
®

diagram on the opposite page.

The right person
for the right job

Finding the right job applicant to
fill a vacancy is never easy.
Julie Bain looks at the pros and
cons of different recruitment
methods.

ecruiting the right candidate
to fill a vacancy can be a

difficult and costly task.
Appointing the wrong person could
be an expensive mistake which
could cause personnel problems
for the whole department. And, as
every HR Manager knows, it is
much more difficult to get rid of
someone than it is to employ them.

The HR Manager’s first decision is
whether to recruit internal
applicants or advertise the vacancy
outside the company. Internal
applicants are easy to recruit by
memo, e-mail or newsletter.
Furthermore, they are easy to
assess and know the company
well. However, they rarely bring
fresh ideas to a position. Moreover,
a rejected internal candidate might
become unhappy and leave the
company.

Recruiting outside the company
means either advertising the
vacancy directly or using an
employment agency. If the
company decides to advertise the
vacancy directly, it has to decide

where to place the advertisement.
Traditionally this has meant
newspapers and professional
journals but now the Internet is
also very popular. The decision
normally depends on the vacancy.
Companies advertise blue-collar or
clerical jobs in local newspapers
and senior management positions
in national papers or professional
journals, while the Internet is one
of the best ways of advertising IT
vacancies or recruiting abroad.
However, with the Internet there is
a risk of receiving unsuitable
applications from all over the
world.

An agency can be either a
commercial business or a
government employment centre. A
company often uses a government
agency to recruit blue-collar
workers but normally prefers a
commercial agency for its white-
collar staff. However, a commercial
agency could be very expensive
and the applicants are less likely to
stay with the company for a long
time.




recruitment

internal

Memo

€ What are the advantages and disadvantages of each recruitment method?

6 Look at the following extracts from the article and answer the questions.

| How could the wrong candidate cause problems for the whole department?

2 Why is it difficult to get rid of someone?
3 Why don't internal applicants have fresh ideas?
4 Why might an unsuccessful candidate leave the company?

’Hypothetical situations

e We can use would to talk about the expected results of a hypothetical situation.
A large company would advertise in a national newspaper.

e We can use could/might to talk about the possible results of a hypothetical situation.

Appointing the wrong person could/might be an expensive mistake.

-2ling @ Work in pairs. How would you advertise the following vacancies?

graphic designer marketing manager

finance director
truck driver computer programmer

bilingual secretary

Recruiting staff



Advertising a vacancy
Reading 0 Read the two advertisements below and answer the questions.

| Where would the advertisements appear?

2 How is the information organised in the two advertisements?
3 What extra information does the newspaper advertisement include?
4 Which advertisement tries to “sell” the position more? How?

g .0101
To: ALL OFFICE
THS HOLIDAYS
FROM: OLDSMD

Goldsmiths

i

HGLlDAYS

cscanbl 12129

To: All offices
From: Rick Hayward
Date: 6 March 2001

R Vacancy for Senior Marketing Assistant
e

Genior Marketing Assistant - London

at i in
Goldsmiths Holidays has & yacancy at 1ts ma
0

ndon l:'lﬂ S for nt 10 the Ma ketin
Lo 1Ce an aSs:s(a it h I ng

Director.

.L _____ g Z

Clsing, daire: Fiiday 2 308
Sty to beconne an Egpiad Opportunitics Emyloger

P

- Collmit

Hilh L E Tea ey

requires a
Senior Marketing Assistant
Goldsmiths, one of Europe’s largest package holiday

companies, requires a Senior Marketing Assistant at our main
London offices. Working closely with the kam Director. you

A confident and skilled

f communicator, you will be a

| graduate with a minimum of 3 years' marketing experience

: ~within the travel industry. A second European
language would also be an ge.

ndlda[e Wlll be a g,l'aduatc with 3;.
le 3 Y i i g P P
ast ears mal k&i“l exper jence ar d IC{El'ah‘ a

= i lities T
.3 Y 0

S.e,(;i)nd ]:,ur()pean ‘language Kc 1esp ns blhtle; W ln

mdude helplng to plan aﬂd manage our range of

2 : : s
kage holidays and building relationships Wi
pac

partners.

The successful ca

The rewards in terms of salary, benefits and career
to the success of Goldsmiths Holidays Lid.

If you think you have the ability and the confidence, please
apply in writing enclosing your CV to: Goldsmiths Holidays,
24 Heath Villas, The Vale of Heath, London NW3 1AW.
) Iy for the vacancy, please speak d Fax: 0207 444 3879 ’
1f you W1Sh to app 4 and contaC‘ R‘K‘.k Ha)"’“a: et

with your office nanager

. e-mail: refsma@
at Heath villas by 13 March. a@gold

Listening @ Two HR managers discuss the vacancy at Goldsmiths. Listen to the conversation. Which
advertisement do they decide to place first? Why?

€@ Listen again. What are the disadvantages of each type of advertisement?

Look at the tapescript on page 142. Underline all the verbs in the past simple. How

many of them refer to the past? What do the others refer to? Now complete the information
below.

> HYPOth etical conditionals

e We can use the following conditional forms to talk about the results of an action which
we do not expect to happen.

would

If + tense, + infinitive

Speaking @ Work in pairs. How would your partner recruit people for his/her own job?

Recruiting staff
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&




a Choose the best word to complete the sentences.

| We had over 30 applicants/assistants for the vacancy
we advertised in the local paper.

2 | had to fill in a CV/an application form and return it
to the Personnel Department.

3 We appointed/filled someone to the position over
two weeks ago.

4 We advertised the employment/vacancy on the
Internet.

5 We need to apply /recruit ten more people before
the summer.

6 | am going to interview the candidates /appointments
tomorrow.

Look back through the unit and tapescript. Find three
words to go with each of the following.

N

............................ ——  avacancy
2
............................ l applicants
............................ ~
3
recruit 4 ............................
N
4
advertise — .

Complete the sentences below. Use your own words.

| If | decided to change my job,

I'd look for a different type of work.

2 If you wanted to recruit more people to work in
your department,

3 Ifllost my job,

4 |If | worked abroad,

5 Would you accept it if

Recruiting staff

Exam practice

® Look at the graphs below. They show the
passenger volumes for eight different airlines.

e Which airline does each sentence |-5 describe?

e For each sentence, mark the correct letter A-H.

e Do not use any letter more than once.

A B

W

T
1999 ' 2000 | 2001 1999 | 2000 ' 2001
C D
1999 l 2000 l 2001 1999 TEOGO I 2001
E F|
~—

=i M

1999 ] 2000 l 2001 1999 I

2000 ' 2001
G H|
1999 T2000 " 2001 1999 " 2000 ' 2001

After a sharp fall in 2000, business recovered
slightly the following year,

(5]

Passenger volumes showed strong growth in 1999
but levelled off in 2000.

3 The number of passengers decreased steadily
throughout the three year period.

4 Passenger volumes peaked in 2000 and then fell
steadily afterwards.

5 The number of passengers remained steady
between 1999 and 2001.



Applying for a job

Application letiers

=eading 0 Almudena Ribera is a secretary in Madrid. She is looking for work in
Britain and replies to the advertisement below. Read the advertisement
and answer the questions.

S

| What do the following abbreviations mean?
£16K o/T 60wpm langs

Is the position permanent or temporary?
What are the duties?

What skills are required for the job?

What personal qualities are looked for?

o —
Ul AW N

I to calt cutside otfice Mo -y

PRODUCTION

SECRETARY C
£16K+ O/T I \/ v
GlobalTV

Worldwide TV broadcasting company requires a
flexible, motivated and enthusiastic team secretary
with good communication skills to support the
production team. The boss is relaxed, the work is
fun - contract until 2002. 60wpm + MS Office
experience + degree level qualifications. European
langs an advantage.

Ref. BT\EF Sunderland House, 11-13 Bute Street,
London W1V 1AD.

@ Aimudena begins to plan her application letter. Put her notes above into
the correct order for the letter. How many paragraphs should there be?

© Match the phrases below with Aimudena’s notes.

|| am writing with reference to your advertisement in the ...
2 | graduated from Madrid University with a degree in ...

3 Since 1996 | have been working as ...

4 | am very interested in the position because ...

5 Please find enclosed ...

e @) Work in pairs. Write Almudena’s letter of application to GlobalTV.
Decide what information you should include. Use the phrases above and

the information in the curriculum vitae (CV) on the opposite page.




Attending an interview

Liszaning @) Almudena attends an interview at GlobalTV. Before you listen, read the HR
Manager’s notes about Almudena’s CV. Change his notes on the CV into
polite questions. Then listen and compare your questions with his.

CURRICULU VITAE
ALMUDENA Dw‘ an

Personal details

Name: Almudena Ribera : . Herers
Address: ¢/ Lozano n°24 1°B 28019 MA! @M’J v-To
Telephone: 00 34 91 6342918 S Yon sho
Date of birth: 10.02.1973 don 't W
Marital status: Single
Nationality: ~ Spanish

Key skills

Ability to work to deadlines. ! o
Experience of dealing with clients in different countries. —Which counfnes ¢
Good written and spoken knowledge of English and Italian. — WM abml- E«m s

Good keyboard skills and knowledge of current software packages.

Work experience Npm?

1996 - present

Ediciones Gomez S.A., Madrid

Currently working as a bilingual secretary for Ediciones Gémez, a Madrid-based
publisher. Duties include dealing with international partners both on the phone and in
writing, sending invoices, making arrangements for visitors and general office duties.

1994 - 1996 = Wiwy ciid She loare? WiMich W}g?
Informatica S.A., Madrid J

Support Secretary for the Training Director. Used various software packages. Assisted the
Director in the organisation of training courses for software designers and presentations to
IT managers. Responsibilities also included dealing with corrcspondcnce/and general
Summer work 1992 -1994

office duties. ; .
What kund? Wibh compulers’
Instituto Calderén de la Barca, Madrid

Teaching Spanish as a foreign language. Duties included planning and teaching Spanish
lessons to adults. I also organised cultural trips to museums and exhibitions.

Qualifications

1991 - 1994

Complutense University, Madrid

Graduated with an honours degree in Modern European Languages, specialising in
English and Italian. The degree also included French language studies, English
commercial correspondence and IT skills.

S

@ Now listen again and write down Almudena’s answers to the questions.

Applying for a job w 118
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= 9 Look at the direct and indirect forms of the question below. What are the grammatical

differences?

e Which programs do you use?
e Could you tell me which programs you use?

e Can you leave your present job immediately?
e Could you tell me if you can leave your present job immediately?

+ @ Work in pairs. Imagine your partner is applying for a job at GlobalTV. Complete the

application form with your partner’s details.

Please write clearly in BLOCK CAPITALS. m
©
Title:

Full name:
Nationality:
Marital status:
Date of birth:
Address:
Phone number:
e-mail:

Current employment:
Higher education:
Professional
qualifications:

Computer skills:

Language skills:

Interests:

Signature: Date:

© Work in pairs. Look at the interview questions below. How would you answer them?

What don’t you like about your current position?
Where does vour employer think you are today?
What are your professional objectives?

What are your weaknesses?

Now look at the text Attending interviews on the opposite page. It contains a
recruitment consultant’s advice on how to answer these questions. Do you agree?

Applying for a job



” Rewrite the following as indirect questions.

| Where is the interview room?
Could you tell me where the interview room is?

2 Where do you work at the moment?

3 Does the position include a pension?

4 How did you hear about the vacancy?

5 Is there any training?

6 What is your present salary?

o Complete the diagram with vocabulary from the unit.

personal
qualities

skills

O

9 Re-arrange the following words to make phrases

from a letter of application.

| Please / copy /my /CV /a/find / enclosed / of

2 | /because / position / am /in / the / interested / very

3 Since /as /been / have / 1996 /| / working

4 I/refereme/am/ach/er‘dsement/wrfting/wiﬂ'\/to/ywr

Applying for a job

Exam practice

® Read the text below which advises candidates
how to answer difficult interview questions.

® Are the sentences below 'Right’ or ‘Wrong”?

e |f there is not enough information to answer
‘Right’ or ‘Wrong', choose ‘Doesn't say".

e For each question, mark the correct letter A, B
or C.

Attending interviews

Good interviewers prepare their questions |
carefully in advance according to the candidate’s |
application and CV. So candidates need to |
prepare just as carefully. Here are some useful
tips on answering interview questions.

1 What don’t you like about your current position?
No job is perfect; there’s always something we
don’t like. Be honest but don’t give a list of
complaints. The important thing is to talk positively
about how you deal with problems at work.

2 Where does your employer think you are today?
Be honest. If you lie to your current employer,
you’ll lie to your next employer. Don’t phone in
sick on the day of the interview. Take a day’s
holiday but don’t say why.

3 What are your professional objectives? :
Think about these before the interview. Your |
| objectives should be relevant to the job you have
applied for and achievable. If the new job can’t
offer you everything you want, the interviewer
will think that you probably won’t stay with the
company very long.

4 What are your weaknesses?

Be honest: no-one is perfect. Think about this
before the interview and choose your answer
carefully. Talk about how you deal with a
weakness; this is far more important than the
weakness itself.

Interviewers ask every candidate the ‘same: questions.

A Right B Wrong C Doesntsay

2 Youshouldn't mention problems with your current job.

A Right B Wrong C Doesn't say

3 You should amange to have a day off for the interview,

A Right B Wrong C Doesn't say

4 “ou should give your personal objectives.
A Right B Wrong C Dosesn’t say

5 Your objectives should suit the position you apply for.
A Right B Wrong C Dosesn't say

6 ‘You should practise your answers at home.

A Right B Wrong C Doesn't say

7 You shouldr't discuss things you aren't good at.
A Right B Wrong C Doesnt say

Unit17b 120



Exam practice

Reading and Writing Test

Reading

Questions | - §

e Look at questions I - 5.

¢ In each question, which phrase or sentence is correct?
e For each question, mark the correct letter A, B or C.

The Supplies Department will provide overalls.

The company provides
A an overcoat.

B a uniform.

C asuit.

Mrs Rothe called - she’s unavailable for the meeting tomorrow.

Mrs Rothe will

A be late for the meeting tomorrow.
B take part in the meeting tomorrow.
C not be at the meeting tomorrow.

&.7.01

Mike called yesterday to say he's flying to Turkey tomorrow.

Mike is flying to Turkey on
A 7 July.
B 8 ]uly.
C 9 July.

European sales have recovered this year.

Compared to last year, European sales have
A improved.

B remained steady.

C decreased.

Thank you for your enquiry of 18 February.

The company received a letter asking for
A a delivery date.

B information.

C an order.




Questions 6 - 10

e Look at the graphs A - H below. They show
how eight different companies recruited staff
over a four-year period.

* Which company does each sentence 6 - [0
describe?

e For each question, mark the correct letter.

¢ Do not use any letter more than once.

A g W evsoacer

——
100 00 - L |Irterret

|
5
1598' 1999 70002001 18

0 ;
19G8" 1995 2000 2001"
C D
160 100

‘ |
L

504 50
0 | _l 0 | ‘JI . i

1998 1993 2000 2001

19561999 2000 2001
|

50
) .

1558 199920002001

| i.—

IR TS

1598 19992000 2001

6 While recruitment through newspapers fell, the
number of employees recruited via the Internet
rose steadily throughout the period.

7 Recruitment through national newspapers
rermained constant, whereas after an initial
increase in 1999 Internet recruitrnent fell steadily.

8 The number of staff recruited through both
methads levelied off after a sharp rise.

9 Internet recruitment peaked in 2000, while
newspaper recrufiment fell steadily from 1999 to
2001,

10 While the rate of internet recruitment fluctuated
over the four-year period, there was a steady
rise in recruitment through newspapers over the
same peried.

Exam practice

|
H
1
|
|
|
1
|
|

Questions 11 - 22

e Read the newspaper article below about a new
afliance in the packaging industry.

o Choose the correct word from A, B or C
below.

Packaging alliance
|

! This week sees more changes in the packaging
: world. DD Holdings, the UK group, has (11} .....
an alliance with three other European packaging
. companies. The company hopes the alliance will
help (12) ..... members to win more orders from
multinational pharmaceutical groups.

. There is a (13) ..... trend in the pharmaceutical -
' industry for large multinationals to use pan-
European suppliers. (14) ... has presented
problems particularly for small and medium-
sized companics {15) .... produce in just one
country.

| DD Holdings, based in Yorkshire, is teaming up

| {16) ..... partners in France, Germany and Spain

" to form an alliance called Pharmapak. (17) .....

" the partners will continue to work (18) ...
separate companies, they will share (19) ..... of :
" their sales and marketing resources. The deal .
| (20) ... customers with the opportunity to
I negotiate Europe-wide contracts.

DD is the (21) ..... of the four companies, with |
15 production facilities throughout Europe and
. (22) ..... annual turnover of about £120m.

11 A announced B advised C alerted
12 Aour B its C their
i3 Agrown B growih C growing
14 A These B This C That
15 A which B what C who
16 A with B o C in

17 A However B Despite C Although
18 Aas B than C that

19 A some B any C lot

20 A provided B provides C provide
21 Alargest B larger C large
22 Asome Ba C an

122
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_ am practice

Questions 23 - 27

e Read the memo and the information about
office laser printers.

s Complete the form below.

* Write each word, phrase or number in
CAPITAL LETTERS.

' Memo
‘ To:  Jarne Little

| From: Howard Morgan

l Date: Thursday 2 July

\

Epcom vigit on Friday

Could you book some theatre tickets for
tomorrow for the five Epcom visitors and

4.30 and then well have an early dinner
together at the hotel. Could you phore the
ticket agency and find a play or something
that starte after half past seven? Use the
company VISA card to pay for the tickets.

What's on: Theatre

Hamlet at the Barbican.

. Performances start at 19.15. Tickeis
£8.50 - £44

West Side Story at the Playhouse. Show

starts at 18.00. Tickets £7 - £55

Buddy Holly at the Palace Theatre.

| Performances at 15.30 and 20.00. Tickets

L £8 - £60

BOOKING

Name of show: {23} ...l

Venue: (24) oo
I Date: (25} v
| Time: (26) oo

| No. of tickets: (27) oo

me? We'll be in a meeting all day untii about

Writing

Question 28

It is the beginning of December and you have
been asked to find out how many days’ holiday
staff in your department intend to take over
Christmas.
Write a memo to all staff in the department:
# saying on which days the company is
closed
* asking them to confirm their holidays
* giving a deadline for filling in holiday
forms.
Write 30 - 40 words.

Question 29

You had arranged to meet Christine
Hendrikson but had to cancel the meeting at
short notice. You receive the fax below from
her.

To: Fiona Andrews
From: Christine Hendrikson
Date: 8 April 2002

Pages: 1

Dear Fiona

1 received a message this morning saying
that our meeting on Friday 12 April had
been cancelled. Unfortunately, the
message didn’t give any more details or
any alternative dates.

Could you just confirm that the meeting
has indeed been cancelled and possibly

suggest another date?”

Best regards

Christine

¢ Write a fax to Christine:

* apologising for cancelling the meeting

* giving a reason for the cancellation

* offering 2 new date and time

* asking her to confirm the new date and
time.

e Write 60 - 80 words.

Exam practice



Listening Test

Questions 30 - 37
® For questions 30 - 37, you will hear eight
short recordings.

s For each question, mark one letter A, B or C.

®» You will hear each recording twice.

30 What dees Alison order?
A Fish
B Steak
C Chicken

31 Which is the flight to Sydney!

LH4521 LH4152 LH4125

A B C

32 Which hotel does Graham's colleague
recommend?

A The Oricn
B The Grand Hotel
C The Plaza

33 Which machine are the people talking about?
A Afax machine
B A printer
C A photocopier

34 What happens to the phone call!
A The receptionist puts the caller through.
B The receptionist takes a massage.
C The caller offers to ring back later.

35 How much does the retailer pay for each
garme!

A $7 aunit
B $8 aunit
C 39 aunit

36 How long will the order take to arrive?
A 3days
B 4 days
C Sdays

37 What is wrong with the printer?
A It has run out of paper.
B The paper has jammed.
C It needs'a new ink cartridge.

Exam practice

Questions 38 - 45

# Listen to the Manager talking to staff about the
way they answer the telephone.

e For questions 38 - 45, mark the correct letter
A, B or C for the correct answer.

o You will hear the conversation twice.

38 The information was
A recorded by the company.
B given by thc company's customers.
C collected by a consultancy.

39 The company’s staff answer the phone
A very quickly,
B reasonably quickly.
C far too slowly.

40 Tre groups average friendliness score was
A six out of ten.
B seven point five out of ten.
C eight out of ten,

41 Whren dealing with enquiries, staff usually
A know who to pass the caller on to.
B can't answer the caller's questions.
C have to take a2 message,

42 When putting a call through, staff should always
A ask for the caller’s name,
B play the hold music.
C ask the caller to wait,

43 Employees should answer the phone after
A two rings,
B three rings.
C four rings.

44 The company is most worried about how
A quickly staff answer the phone.
B efficiently staff deal with enquines.
C friendly staff sound on the phone.

45 The handout has a list of
A pieces of good hold music.
B useful telephone phrases.
C extension numbers.



Student A

Unit 4a

Student A

You have an appointment with Andrew Jones
of Collingwood Pharmaceuticals on 14 May
at half past two. Telephone him to:

e confirm the date s @

e change the time to 3 o’clock e :

e give the name of the colleague who is ' &
attending the meeting with you. ; “

@ You are a receptionist at Isis, a company based in Los Angeles. Someone calls
to speak to Rosemary Burton. She is not in the office today. Offer to to take a

message.
——t
v
g i
[ i e Sm
]
MESSAREJOT e
From ---------------------------------------------------------------------------
Message .......................................................................

Unit 5a
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Describe the graph below to your partner.
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Draw the graph that your partner describes.

Student A
— 8,000
s
$
L-;_‘Q
6,000
4,000 | I T I 1
1997 1998 1999 2000 2001
Ask your partner for the information to complete the conference programme Student A
below. Unit | la

Amtech Marketing
Conference 2001
Programme

Hotel

The Plaza
Drobarova 8
130 00 Praha 3
Czech Republic

Tel + 420 (2) 768 897  Fax + 420 (2) 717 544 88
E-mail: Plaza_Pra@compuserve.com

Friday 21 September
Drinks reception (hotel bar)
19.30 Dinner at

Saturday 22 September

9.00 Opening session (Dvofak room)

11.00 Coffee

11.30 Plenary session

13.00 Buffet lunch

14.00 Workshops (Dvofék room and
Smetana room)
Coffee

16.30 Plenary session

18.00 End of session

Dinner at a local restaurant

Sunday 23 September

9.30 (Dvofak room and
Smetana room)

11.00 Coffee

11.30 Plenary session

13.00 End of conference

1318

14.45 Departure from hotel

Activity sheets 126
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The Business Equipment Game

Play the game in a group of 2-4. Each player has a counter to represent one of these machines. When
you land on a square, follow the instructions only if they refer to your machine.

s —

‘

o] S ‘

Photocopier Printer . Shredder
. 1 I;,__

Toss two coins.

The paper — | space
You jams. The P
programme -1 machine runs
the dialling out of paper.
codes.
+2 = 2 spaces
= 3 spaces

The line
connects
easily.

+2

Photos don't
print
clearly.

The cutter
jams.

The

stapler on
the machine

+2

enlarger doesn't
work properly. AT .
-2 : FINISH

You
have to press
the SEND

button again.

2

The The machine
machine overheats.
prints clearly. |

+2




The Commuter Game

You have to get to work for a very important meeting at 9.00. When you land on a red or green traffic
light, another player will pick up a card and tell you what to do or ask you a question. If you decide to
break the law, toss a coin to see whether the police catch you. Heads: the police catch you and you
return to the start. Tails: they don’t and you continue as normal. If you land on amber, do nothing. The
first person to arrive at work is the winner.

i‘
148
3
&
{ T._




Stud B © Youarea receptionist at Collingwood Pharmaceuticals. Someone calls to speak
udent to Andrew Jones. He is in a meeting. Take a message.

Unit 4a

@ You are flying to Los Angeles to visit
Rosemary Burton at a company
called Isis. Telephone her to:
e say that your flight on Thursday 22 April
lands at 10:00 not 14:30
e confirm the flight number: BA 348
@ ask who will meet you at the airport.

Student B Draw the graph that your partner describes.
Unit 5a
30,000
—~. 20,000
.
L7
[
o
v
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Describe the graph below to your partner.

Student B
] Unit 5a
— G000
!
R
5]
1951
6,000 —
4,000 T T T I 1
1997 1998 1999 2000 2001
Ask your partner for the information to complete the conference programme Student B
below.

Unit | la

Amtech Marketing
Conference 2001
Programme

Hotel

The Plaza
Drobéarova 8
130 00 Praha 3
Czech Republic

Tel + 420 (2) 768 897  Fax + 420 (2) 717 544 88
E-mail: Plaza_Pra@compuserve.com

Friday 21 September
18.30 Drinks reception (hotel bar)
19.30 Dinner at hotel

Saturday 22 September

9.00 = ___ (Dvorak room)

11.00 Coffee

11.30 Plenary session

13.00 : o

I Workshops (Dvofak room and
____room)

16.00 Coffee

16.30 Plenary session

18.00 End of session

19.30 Dinner at a local restaurant

Sunday 23 September

9.30 Workshops (Dvorak room and
~__room}
R Coffee
11.30 Plenary session
End of conference
13.18 Lunch
14.45 Departure from hotel




Speaking Test Part Two

131

What is important when ...7
Looking for a new supplier

Quality
Delivery times
Discounts

What is important when ...7
Arranging a conference

Location
Hotel facilities
Number of delegates

What is important when ...?
Recruiting staff

Qualifications
Experience
Age

What is important when ...?
Applying for a job

Curriculum Vitae
Interview
Appearance




Speaking Test Part Three

1. English lessons

Lesson times?

Who pays?
Location?

Number of students?

2. New office

Computer

Desk chair

Arm chair

Printer

Fax machine

Radio

Water cooler / drinks machine
Ashtray

3. Choosing a hotel

Price

Location, near city centre / airpart / exhibition centre

Business facilities
Leisure facilities
Food

Unit |5
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Tapescripts

Unit (a: |ob descriptions

Listening | |
R = Rcad K = Kay  Ro= Rebin |
H = lelen T = Thomas B = Beth

Conversation |

Ri So, are you from London then - or just here for the meeting?
K No, I'm not from Londoen, but my compary has offices here.
ki What kind of company is it?

K Fwork for on [T company. I'rm o consuftant.

Comversation 2

Ro Where do you work?

H T work for a large pharmaceutical company.

Ro And what do you do?

H I'm the head of the Marketing Department

Conversation 3

K Sowhat kind of products do you self?

T Anything that helps pecple make money.

K How do you rean?

T Financial services, | seff ivestrment products.

Conversation 4

T Teli me, does your consultancy work with big campanies?

B No, we do the accounts for small and medium-sized companies.
T Ah, {see. Do vou have clients in London?

B Some but not many. Mest of aur clients are in Reading,
Corversation 5

H Sa, you work in the food industry?

Ri Yes, I'm a factory manager. ]
H Oh, really? What do you make?
R We produce frozen foed.

Conversation & ‘

B And what do you do?

Ro 'm a mangger in Personnel.

B What kind of company do you work for?
Ro Ve moke packaging for fresh food.

Listening 2
Heien Marsden

Hello, {'m Helan Marsden. | work as @ marketing manager for o lorge
pharmoceuticals company. My department praduces vacaines dgainst
fepatitis and so on. We normatly sell olr vaccines directly to dactors 30 one
of my jobs is to discuss our new products with docrors. Marketing managers
don't giways do this, but § do os 'm @ quaiified doctor. fm aiso responsible
for our publicity matenol s | have to deal with designers and printers. My
area is central Europe, 5o | have to deal with the health authorities in those
countries. That means my job involves a lot of ravelling. And finatly, whe)
we produce @ new vaccine, 1U's my job to organise 0 conference for the
medical press so that they con ask us questions about Jt.

Robin Seaton

Hello, 'm Robin Seaton. { work for o company called Vacupack. I'm
responsible for employing most. of the pecple in the compony. | wiite the |
job advertisernents and then | have to choose which abplicants ! want te
interview. Usuall, | interview the applicants with the head of the
department where the vacancy is. | then have to contact the applicants
dfter the interview, both the successful and unsuccessild anes. Another
duty is dealing with employees’ problems. Of course mony of them are
work-related, but people do sometimes come 1o discuss personal problems |
with me. My job also tvolves inforining employees if the managernent isn't
satisfied with their work, which isn't @ peasant pdrt of the fob.

Tapescripts

e

Unit 4a: Telephoning

Listenirg
&) Clare

Calf |
(i Good moming, Baker and Kerr. Can Fhelp you?
Co Could you put me through to Elgine Peoarson, please?

= Ca= Caller

¢ O Who's calling, please?

Calews Taylor of SRT.

Ct One moment please, Mr Taylor ... Helfo, Mr Taylor. I'm afraid the fine's
busy. Can { take a message?

Ca Na, it's all right, thank you. ['l call back in about ten minutes,

1 QK. Thank you for calling.

Cal 2

(i Good morning, Baker and Kerr. Con [ help you?
Ca Yes, please. Could | have extension 184, please?
C Who's cdliing, please?

Ca jock Symes.

C! Thank you. ' put you through.

Ca Tharnk you.

Cal 3
(I Good marning, Baker ond Kerr. Can | help you?
Ca Can | speak to Witliarm Grogan, please?

. (0 I'm gfrdid he's in a meeting. Can | take @ message?
© Ca Do you know when he'l be free?

(f He shoufd be available after iunch.

Ca Right, I'f ¢l back then. Thanks.

Call 4

¢ Good marning, Baker and Kerr Can | help you?

Ca jasmine Singh, please.

¢} I'm gfraid she's interviewing alf day. Can | take g message?

Ca Yes, my nome’s Mary Bonks, from Walkers. She catied me earffer. /'m
returning her call.

© (0 Mary Banks, from Watkers. Right. 1'lf teft her you called back.

Ca OK. Thanks.

Cadll 5

£ Good morning, Baker and Kerr. Can | help you?
Ca Hi Clare. It's Fiona. fs Keith available?

€ I'm afraid the line's busy, Fona.

Catt's OK 'l hold,

i Fiona?

Ca Ves.

€1 The line's free now. Tl put you through.

Ca Thanks.

Call 6

1 Good morning, Baker and Kerr. Can { help you?

Ca Hi. [t's Fiona cgain. We were cut off.

(1 Oh, sorry about that, 1 ry to reconnect you. Hold the fine.
Co Thanks.

wislering 2

Clare D David

\ (1 Good afternoon. Baker and Kerr. Cari | hefp you?

D Good aftermocn. Can you put me through to Sharon Thomson, please?

¢} Fm afraid she's out of the office ot the moment. Con i take a
message?

O s, my name’s David Whelan from the Health and Safety Council.

¢ I'm sorry. Could you spell your sumame. please?

D W-H-E-L-A-N.

¢ And it's the Health and Safety Council. Right. And what's the message,

i34



blegse?

£ I'm colfing about the First Aid course Ms Thomsor's is arranging with
us. J'd fike to confirm the week beginning 13 May but I'm not ...

Ct Sorry, did you say the thirteerith or thirtieth?

0 The thirteenth, 13

O OK . yes ..

D Yes. The dote’s fine, but we can only take 25 participants, not 29.

(! S that's the First Aid caurse for the week commencing 1.3 May and
you can onify take 25 pecple.

D That's right, yes.

O Right. 1 give her the message.

D Thonks.

I You're wefcome. Bye.

Unit 4b: Internal communication

lsenrg |

H = Henry Wallace S = Saroh Longman

H Hefla, Henry Wallace speaking.

S Hello, Henry, it's Sarah Longrnan from Accounts.

H Oh hello Sarah, What can { do for you?

S I'm calfing alf of the heads of department about expenses. 1 just
wanted ta remind you that if someone claims any expenses, they must
enclose receipts with the claim.

H OK 'l send a memo to remind my satespecple.

S Tharks, Henry. Bye.,

lstering 2
K = Karen | =

K Hefia. Karen Mirchedl.

| Hello Karen, it’s john,

K Oh hi fohn. Bow are you?

| I'm fire thanks. Look, / got your note yesterday about the meeting, I'm
sarry | didn't get back to you.

K That's OK. But I'm flying out to Paris next week and we need to meet
before | leave, Is Thursday il right for you?

] Not really, no. How about Tuesday?

K Fine, f've got to be in the office on Tuesday morning anyway. How
about junchtime?

| Weil, that's fine by me, but we should find aut if Steve’s avoilable then,
as well.

K That's true. Il send him an e-maif and see if lunchitime’s OK for him.

] ffit's OK with Steve, let me know and we can fix a time.

K 1l e-mait hirn now. Tharks fohn. Bre.

] Bye.

John

Good afternoon. My name s Juliet Sharman and I'm here to talk about
Great Eastern's performance. As you all know, Great Eosterrt hos only
been a private company since it was bought by EirstGroup as part of the
privatisation of the natienal railway network in [997. In the years before
privatisation, the company made ¢ lot of changes Lo prepare it for the free
market. I'd fike to tell you @ bit cbout those changes and show you how
they ve affected the compony's performance since 1993. To do this, 1'd
like tor draw vour attention 1o figures three and four on page eight of your
information braochures.

f'd tike to begin with a fook at the bar chart. which shows arntal growth i
passenger revenue from {993 to 1997, As you can see, growth slowed

135

from 2.4% in 1993/94 down to just 196 in 94/95. However, reduced
costs ond more efficient sales practices resulted in growth reaching 9.9%
in 1995/96. This was followed by 7% irt 1996/97. The bar chart dearly
shows that the changes have made o big difference financially and have
improved customer satisfaction, os we'll see.

'm sure you've all reod newspaper stories about bad service on the
privatised rail network, so 'd Ike you to look at figure four, which shows
Gregt Eastern's refiability and punctualfty figures. As you can see from this
graph, the company has an exceflent refiabifity record. Reliobility improved
steadily from 99, 1% in 1973 to 99.3% in {795, where it has remained.
Punctuality also rose steadily, going from 90% in 1993 to 91% in 995
You'lt netice the drop to 88% in 1996, which 'l explain tater. Although we
haverl't received the finaf figures yet, { can tell you that punctuality
improved in {997 and has continued to improve this year as a resulft of
further irvestment.

[ = Irwestor Jutiet Sharman

| =

| So. that's the end of my presentation. Does anyone have any
questions?

11 Yes. Earfier you mentioned the drap in punctuality in 1996, What was
the problem?

1 Sorry, { said I'd explain that, didr't 17 Well, it wos mainfy because of
problems with the raitway track, As you know, we have to fease both
the track and our trains from other comparnies. The track belongs o g
company cafted Raiftrack, Although we receive penalty payments from
them for any delays due o the track, it does't help our reliabifity
figures. We don't fike the sftuation but we can't change it. Next
question, plecse.

12 Could you tefl us a bit about the company's future invesiment plans?

|} Of course. At the moment Great Eastern is investing £9m in
upgrading its stations. This includes facilities, infermation systems and
security, We're also investing in new trains, which will lead to improved
refiabifity levels, The genteman dt the back, please ...

13 With the Government reducing its financial support to the company
each year, how do you hape to improve profits in the future?

J That's a good question. The Government is going 1o give us fess and
less maney over the next few years. And, as | said, we have to lease
both the track and our trains, so owr biggest costs are fixed. The only
way the compuny can improve profits is by increasing passenger
volurmes, That's why we're spending so much on improving customer
satisfaction. Next question, please.

Unit 7a: Product description

fstenirg -

Morning everybady, Now, as you know; this forming we're going to tatk
about our fatest products in our range of games. Before we talk about the
selling points of each game, I'd just like to describe them briefly. ['ff begin
with this general knowledge game colted Mindowist, which comes in two
versions. g standard size and a travel size.

As you can see, the differences are size, weight and, of course, cost. The
standard version has a normdl size board, two packs of cards, six wooden
playing pieces, a timer and two dice. The travel size, Mindiwist Traved, is
cbviously smatler: it hos a thin, fight-weight, magnetic boare which
measures just 23cm square. The cards are smatter and the four playing
pieces are magnetic counters which are made of cofoured plastic. The
total weight js only 300 grammes, The standard version will retatl ot
£17.99 and the travel size at £10.99.

And now I' fike to show you another new game called Colfect. This is
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card game for three to six players ...

Listening ?
R = FRobert S = Sophie
R S0 Sophie, hiow are our products selling?

S Board games are the big seffer at the moment. They 're sefling better

than ever before?

R Good, so you might be jnterested in having o bigger range of our board
games then,

S Yes, if there's anything different.

R We've got Mindtwist. ft's owr newest board game. The game itself
comes in two versions: standard and travel, The games are basicalfy
the same but the travel version's lighter and smafler. There are also
fewer playing preces.

S I stock several general knowledge gaomes already. but | don't have a
travet size. | might be interested in that,

R Right, This is it. You can see it's nice and compact.

S M, it fooks imterasting. Are the instructions easy to follow? Some of
yaur games have very complicated instructions.

R Yes, other customers have told us that as well. 5o we've made the
instructions easier. But | have another travel size game, called Coflect.,
it's even easier te play. Let me show you. Jt's @ card game based on
the television programme Coflectables. You know, ontiques.

S Ohyes.

R Anditisn't as big as the board game either.

S Hmm, well, it sounds different, but I'm not sure it'll sell as wed as the
board games. Not everybady's interested in antiques. Anyway, what's
the recommended retail price for the Mindtwist trave! version?

R £10.9%.

S That scunds reasanable. And what would you be willing 10 selt it to us
for?

R £9.99.

S Would there be a discount on farge orders?

R Mot on Mindowist an its awn, no. But if vou were to buy both versions
of Mindrwist, | could give you 5% on both games. '

S OK I'ff take them both, but I'f order just o few to start with.

R Good ' get an order form.

Unit 7b: Product development

Lstening
= Joumndist M = Marketing Manager
J So. you're launching a new product for arthrits - Arthran. Who is

M
J
M

g‘-—-.

Arthron for exncthy?

Anybody who suffers from the condition.

And how soon is this product going to be on the market?

Well, we're Jounching it in five weeks' time, on 25 May, but obviously
we're starting the publicity compaign before ther.

And is it going to be available from the chemists’ as well as doctors?
No, it's a powerful drug and wit oy be available in hospitals or on
prescription from doctors - not over the counter

{ see. And what are the side effects?

The main one s tiredness. Doctors need 1o advise their patients not to
drive while they're taking this drug. Of course, we're going to give
doctors ond patients af the necessary information about the drug and
how to use it.

| And how arc you going to do that?

M

Well, at the beginning of Moy were visiting doctors in hospitals and
surgeries. But we're sending them detailed informatian packs at the
end of April 50 they can read alf about the drugr and prepare for our
VIS,
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And what information is there for patients?

M Well, about a week before the launch, we're going to give general

informotion posters to doctors for them to display 1 their warting
FODIIS.

: | What's the purpose of these?

|

&)
B
- A
B
A
B
A

|
|
i_

A

To make patients aware of the new drug so they it ask their doctors
about ft. And we're also producing information leaflets al the morment
for patients who'll toke the drug. They 'l be available fust after the
faunch on 25 May.

Unit 8a: Business equipment

Listening

[o~]

T

Becky A Anng

Purchasing.

Hi Becky. It's Anna from Accounts here,

Hi.

Becky, you know that shredder we've just bought?

Yes?

Well, everyone keeps asking how to use it and { can't find the operating
instructions.

Ah! Now I think they may stil be here, Hold on a second ... Yes, f've
got thern here, Anna. VWhat do you wanit Lo know?

Well, what to do if it doesn't work. You know, things fike that.

Well. ft says here that the machine jams if you insert too much paper
into it, If that happens, press the red button, remove the excess paper
and start again with less paper.

Right. Are there any other possible problems?

The motor overhieats sometimes. ff thot hapbens, it switches off
automatically, fust feave it for |5 to 30 minutes before you switch it on
again.

OK. I've got all that. Is there anything else [ shoutd krow?

Yes, there dre a few things to be careful about - fike never put your
fingers in the shredder.

That's a bit abwious, isn'tit?

And be eareful with long hair and loose artictes of clothing fike ties.
And that's it.

Thanks, Becky. 'l put a notice with the instructions on the wall next to
the shradder,

Good idea.

Unit 10a: Business hotels

Listening |

f
!

K

interviewsr K Kevin

So, what. special needs do business travellers hove?

One of the most important things is a quick check-in and check-out.
After a long trip it's anndying to have to wart of the hotel recepuion for
five minutes. Room service is also very fmportant. Guests often stay in
their rooms working and don't have the time to go out to g restaurant,
50 they want their meals to be served jn their rooms.

Ard what facilities are there in the rooms?

Well, nowaddys communication facilities are essential, so things fike a
mmodem socket, where guests con plug their modems in, and ¢ fax are
very fmportant.

Yes, of Course.

The lighting is afso very important. We've just spent a fot of money
upgrading the lighting in our roams. AS | said, guests often spend their
evenings preparing work, 5a they need good fighting ai their desks.
And what atout facilities in the hotel in general?

The bars are important. Corporate guests tend to spend fmore tme in
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the hotef bars than tourists. t's very important to provide o bustness
centre, too.

I What services does the business centre provide?

Bosic secretarial services such as photocobying and typing. It also co-

ordinates conferences and any catering wiich fs included in them.

Cliertts atways find it hielpfll to have these kind of things organised for

them.

I Right, and what abeut distance te the airport and city centre? Is that
important?

K Tes. We're in the east of London so we're near City Airport. A fot of our
guests have meetings in this area, so they don’t wont to be near
Heathrow airport or right in the city centre. But 1t is easy to get to the
centre of London from here. It orly takes about |5 rminutes with our
courtesy hus. And there's a river laxi, as wetl,

I Are your corporate guests interested in using your fitness centre or
swimming pool?

K Not realfy. They re more popular with tourists. Our corporate guests
are more interested i gerting in and out of the hotel as quickly os
possible and working while they're here,

Listening 2
R = Reception M = Montse
R Good maorming. Can | help you?

Yes. Could you tell me the bost way of getting into the centre of
London, plegse?

R Well, there is o courtesy bus, which feaves every 20 minutes during the
rush hiour, or the river taxi service to London Bridge.

M And when is the rush hour?

R It's between seven and nine in the morming and five and seven in the
EVeRINg.

M And after nine in the morming?

R After nine the courtesy bus scrvice runs every 40 minutes.

M Ah ha, And how ong does it take?

R The bus tokes about | 5 minutes, depending on the traffic.

M And which way does it go?

R Here, ' show you on the map. From the hotel it goes glong the river
bank and then o to Brunel Road. ft crosses the river ot Tower Bridge
and then stops just ofter Tower Bridge at Tower Hifl Underground
Station.

M And what about the river taxi, does that change after rush hour?

R ‘s, it's o half howrdy service during rusk hour ond after that it runs to a
timatable. it tokes about |5 minutes. It's a redlly nice trip. You go
gcross to Canary Wharf Pier first, then you go olong the river, under
Tower Bridge and you stop ot a pier just before London Bridge. The only
thing s, it costs £1.80 each way.

M OK. Thanks very much.

R You're welcome. Bye,

Unit 10b: Commuting

Listening

I { think it's a stupid idea, The motorways are alreody too full and now
they're going to stop cars using one of the lanes. It's crazy. The trafficl
be twice as bad and there'll be @ lot more occidents as well. People wil
spend hours and hours stuck in traffic jams and be late for work aff the
time,

2 OK, | know cars ore bad for the emvironment and afl that, but big
increases in petrof prices aren't going to make any difference. What
about industry? Higher petrol prices are only going to increase
cornpanies’ costs and put jobs at risk.

3 s about time! When | go shopping there are thousands of peeple ofl
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O @ narrow little pavement trying to walk along. It's impossible to
relox, Car drivers should use park and ride schemes and leave their
cars out of the city centre. Shopping should be fun and nat stressfid,

4 W' difficult to say, reafly. Paying every time you use o road might
be g good idea. [ suppose some people might leave their cars at home
a it more often, which would be good. But there is't any public
transport where { five, so it would be more expensive for me personally.

3 How am | going to get to work if | can't leave my car there? ft takes
twice as fong to get to work on the bus and it costs twice as much. as
well. So, of course I'm net going to use public transport,

& | think it's a good idea. f hate it when you don't have the right money
on the buses. They don'T accept nates so you need a packet fulf of
change ol the time. [ like the ideq of o plastic card - espedially if it
makes thern cheaper to use as well. Nobody tiked phone cards at first,
chd they? And riow; laok: everyone uses them.

Unit 1 1a: Arranging a conference

Lsterag

R = Rachel Day D = Daniel Black

R Good morning, Europa Events. Can | hefp you?

0 Good moming. My narne's Danief Black from Amtech. Could you give
me a quotation for the orgarisation of @ marketing conference, please?

R Yes, of course. 1Ml need 1o take some details first. So, it's Daniefl Black
from Amtech. Can you spell the company name, please?

D Yes, it's A-M-TE-C-H.

R And what's the oddress?

D Westhourne Business Park, Brighton, BN2 3EQ and the phone
number’s 01 273 485 674,

R (1273 485 67!, And it's 0 marketing conference. How marly
delegates will there be?

D Between thirty-five and forty.

R Do you have a preferred location?

D Yes. Well, we're thinking of Prague, if it's affordable.

R That's always the big question, isn't it7 Coutd you tell me what your
budget is, please?

D £20,000 maximum.

R OK And when do you want to hold the conference?

D n September or October

R How lang would you like it to fast?

D A weekend. We'd like the delegates to arrive for dinner on the Friday
evening and leave after lunch on the Sunday.

R Wl you wont to have the delegates in onc room for the whole
conference or will you need seminar rooms?

D Well, we plan to breck into two discussion groups during the day. so
we'll need one serninar roam in addition to the main conference roor.

R Right, Mr Black. That's all { need to ask you for the moment. ' fock at
vour requirernents ond make a writien proposal before the end of the
week.

D Fine. Thanks very much.

stasing 7

R = Rochel Day 0 = Dariel Black

D Good moming. Darief Black.

R Heflo, This is Rachel Day from Europa Everits.

0 Helto, How are you?

R Fine thanks, /'m phoning about the marketing conference, I'd fike 10
check some details before { send you the Jetter of confirrnation.

D Sure, go ahead.

R So, the confererce wifl be held on September 25 to the 27 for 37

Tapescripts




defegates and alfl of the delegates will require accommodation for two
nights. You will have the use of one conference room Bius a smaller
seminar room. s that correct?

Yes, that sounds right.

Now there's just one thing {'m not sure about. Drd you say that your
wont the defegates to pay their own bar and phone bifts before they
depart?

No, just thefr phone Bills.

So all drinks should go on the master account?

That's right, yes.

Fine. That's all | need to know, thanks,

And are you going to be in the hotel at the time of the conference?
No, it wor't be me gs ' be at anotfrer conference then. Gne of my
colleagues will e waiting for vou at the hotel when you arrive. 't be
able to give you the name of your Contact person in a few days.

D Great, thanks,

Sa, Il confirm the whole thing in writing. You sholdd receive the fetter
before the end of the week,

O

WO ™D XD

Unit | Ib: At a conference

Lstening 1

Good morming everybody, Welcome to the 7th Annual tntemational

Sales Conference. It's great to see so many of you - old faces ond new
ones! Now we're going to have two very busy days @s usual, but { am sure
you'll emjoy them. As socn as | finish, which won't be long, [ promise you,
we'l begin with our first sessian. which is our Sales Managers giving therr
Mationdl Sales Reports for their own countries.

W' stay together for that session as | feel it's useful for everybody to see
the overall picture, Then, after we've had lunch, we're going Lo divide into
groups ta discuss our targets for next year and how 10 redch them. At four
o'clock we'll come back together again when Amy Corter, our guest
speaker, gives her presentation. As you all know, the consuftanis Afman &
Partners have been looking at the way we answer the telephore
throughout the group and Amy is going to give o short report on their
findings. Her presentation will probably finish just before 5.30.

Dinner this evening s at eight o'clock. We'd fike everyone to meet in the
bor for drinks from abeut seven o'clack. That way we can enjoy o drink
together until the coach feaves for the restaurant at 7.45.

Tomormow morning we're starting at rine o'clock with @ fook ot ways of
marketing the now praduct. This'll also be o workshop session. Then there!f
be o coffee break before we come back together again ond share our
\deas with o feedback session. And that wil bring us to the end of the
conference artd a forewel! lunch. So, that's enough from me. 1'd just ke to
wish you aff an erovable and successfil two days and hand you over to
Jodie Cox, wha's going to Start with & ook at Canodion sales.

latening 2
= ] Jodie

C S how did the conference gn, fodie?

| Oh it was good. All the sessions were tnteresting and ol the spaakers
were redlly good. The organisation was a fat better this year as well. |
thirk Baving a smaller rumber of people there made a big difference.
You know, you could actually get things done in the workshops and
rake decisions @ fot more quickly. There were about 30 defegates
altogether, which was just perfect.

And how was the hotel?

Fine, The conferenice roams were o good size and the hatel rooms were
clean and very comfortabie. | really liked the hotel g lot. | think we
showld go there again next year

C And how was dinner on Sgturday?

Colleague

—
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' | Ah, that was probably the only thing that people really complained
| wbout. The food wasn't very good and the scrice was sliow: If we go
back to the same hotel again, we'll have to find another restaurart.

Unit 12: Exam focus

I Part One: Questions 1-8

For Questions -8 you will hear eight short recordings. For each
question, mark A B or C for the most suitable picture or phrase. You
will hear each conversation twice.

| 1 What is Moria’s job title?

| A So, you wark in Sales. don't you, Maria?

| B Sort of I'm actually in the Marketing Department.
| A Ohlsee, And what do you do there?

B I'm the Manager.

2 Where are they toking the visitors?

A Where should we toke the visitors this evening?

! B Good question. What kind of food wilf they fike?

A | know g pldce that serves great Asion food.

B Not everyone likes shicy food, though. | know g place that does
great pasta. Why don't we go there?

i A K

3 What wos the final decision about the meeting?

A Did you see the memo abotit tomorrow's meeting?

B Yes, I sow it was postponed until next week.

A Well, forget the memo. It's back on agoin at the same time.

4 Which part of the job offer wos George unhappy about?

A Are you going to take the job, George?

B | don't know. The salary was OK.

| A& What abaut the hours?

B They were Jong but | don't mind that. f'm pust ¢ bit worried
about the amount of peid Jeave, that's afl.

5 Which graph is the Heod of Department tolking obout?

! A So, as you can see, sates rose at the stort of the year and then
levefled off in the summer. But I'm happy to say there was o big
increase in arders for toys of Christmas.

6 When are the visitors arriving?

A Ohyou swpid machine!

B Hey What's alf the exciternent for?

A Recause it's already half past ten. 've got visitors amiving in haif
an hour. | need to phatocopy some reports and this stupid
machine isn't working!

J‘ 7 Which photocopier do they decide to buy?

A Sowhich of these photocopiers should we buy?

! B This one looks nice, the X40.

‘ A Hmm. Bit expensive, The RXZ200 fooks fast. 1t does 25 conies a

[ minute,

J B Sodoes the BTI0Q. And it's cheaper and smafler.

A But it has't gat many functiors, has it?

B That's true. OK, we'tl get the bigger one

8 Which part of the factory does Alan wont to change’

A How con we increase production, Alan? Should we buy some
rnare machines for the praduction fine?

That's not necessary, The real problem is that we can't store any
‘ more raw materials, We need to increase storage space.

Hr. And the packing area, is that OK?
For the moment. As | said, storage is the problern.
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Part Two: Questions 9-15

conversation and write the missing information in the spaces. You will

You will hear two people discussing on invoice. Listen to the ‘
. . [
hear the conversation twice. !.

. Hello, Accaunts. How can | help you? ‘
I'd like to check an invoice pleuse

Certainly. Can you give me the invoice number please? l
Of course, it's HP420Y. J
HP420y?

That's nght.

(K, that invaice is dated | 5th February, what seems to be the
broblern?

! just wanted to check the details, my copy isn't very cleor.

Right, go ohead.

Well, con you confirm that we ordered nine boxes of paper for the
photocopier? .
Na, your ordered ten boxes of paper at nine pounds ainety-four eoch. |
OK. That's ninety-nine pounds forty, isn't it?

Yes, but that price is exclusive of VAT, which s {7.59%.

Oh, how much is the actudl ol then?

That's one hundred and sixteen pounds and cighty-eight pence 1 pay.
Eighteen pence?

Eighty.

Oh. right and that needs 1o reach you by the 17th?

Please.

DK, Can | have your name in case | have any mare problems?

0 course, it's Marjorie Wilkes.

Witkes, how do you spefl that?

W-L-K-E-S

And have you got a direct line? |
Yes. the number is 01623 6858 820. i
488 1207 ‘

b w R i < R S Y

W = T

638 820.
Great thanks, thanks for your felfs.
You're welcomne, Bye.

R S S, SRS . " o - S - T v e SR~ s S S

. |

Part Three: Questions 16-22 |
You will hear a woman talking to some journalists gbout a new product ‘
range. Listen to the talk and write one or two words or o date in the
spaces. You will hear the talk twice. |
'.

Good morning ladies and gentlemen. My name is fade Ritchie and today

I'd like to introduce you to OUr new range product range, but first let me
welcome you to follyGood, | hope you all hod a pleasant journey here to

cur Head Office. Although we have a sales office It London, JolyGaod ‘
Skincare has made its home here, in York, for the past fifty years. Duwring |
this tme we have bult up o foyal base of housewives wha appreciate ous |
products for their high quedity and no nonsense packaging. However, as we :
rmove into the new millennium, we feft it was tme to broaden our appeat
anef move into new markets and so we have developed our “Feel Good” ‘
cosmetic range. As | said earlier, Feef Good is aimed at a different type of |-

consumer but of course we ore not going 1o abanden ouwr traditiondl, more \

ature market dand will cortinue producing ot our ariginal rerges. The Feel |
Caod consumer s @ madern, profassional lady who expects the quality
enjoyed by previous generations bul wants @ fresh looking product. This
brings me to what we befieve to be Fee] Good's unigue appedl - the price,
VWhat we have achieved is a serious quality product which wor't break the
bank.

if you look in your welcome pack you will see we have included some
samples for you to try, but when will the general public be uble to test our
claims for themselves? Well, as I'm sure your must be aware, we have
dhready started to run advertisements in some women's magozines. Our
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cefebrity party, with shecial guests Vicky and Veronique frem the TV series
Little Sister; is Septermber [ 1th, with products going on Sale 1o the public
the foftowing day. We will alsa be running @ number of nationwide
promotions all based on the Feel Good promise “Look Great”, Al that
remains is for me to thank vou for coming here today.

Part Four: Questions 23-30

Listen to the conversation between o head of department and an
employee, For Questions 23-30 mark the correct phrase to complete
the sentence. Mark one letter, A, B or C for the phrase you cheose. You
will hear the conversation twice you have 45 seconds to read through
the questions.

A Come in Sharon and take o seot.

B Tharks.

A S0, where do we start? Should we begin with a look at last year and
thert go on from there?

B Fine.

A S0, how do you feel you've done in your first full year with the
company?

8 Overall, | think I've done quite well. I feel quite confident now about

what | do.

And are you hapby with vour duties?

WWell, the job is cxactly as it was advertised in the paper, so there have

beer no surprises, | fike dedling with custormers and [ don't mind

onswering the phone and preparing invoices. Sometimes it's a bit boring
typing long price fists, but then everyone has to do it.

A That's true. Does anything make your job difficult?

8 The computer. To begin with, { was stow because { didn't know the
program, but now | get annoyed when the computer just Stops working
for na reason. | often sit looking gt the monitor for minutes, not sure
whether it is stifl working o not. [ think the network is 100 ofd for our
software and we need some new Machines.

A But apart from the computer, is there anything efse you would fike to
change?

B Erm, fet me see. ['d fike the authority to issue credit notes without
having to ask you first. You're often away on business and sometimes
custamers rng b with o complaint. And if we can't contact you, then
we con't deal with the complaint properly. ft's @ bit embarrassing at
times.

A s, but some of our customers ahways find sometiing wrong ond try

and get a credht note with every order. You can't believe everything they

say, you knaw. Whot about your objectives for the future?

Wwell, [ need to get to know the customers a bit better and mdybe try

1o make fewer mistakes, But | think the most important thing is to

increase my product knowledge, so | don't get embarrassed when

custormers moke encgLiries.

A Don't worry, you'll tearn olf that in time. What 1 fike to ask you about

o =

[a=)

now is ...

That is the end of the Test.

Unit 13a: Production

Lictening |

B = Brion y =

B So, this 15 a diggram of the bokery. Now it ali begins with the main
ingredients - those are flour and water. They 're weighed and fed

automatically into mixers. Yeast and additives are then added by hand
and everything is mixed together for twelve minutes to make the

dougtt.

Visitor

Tapescripts

JR—



]

o <. o = v =

Listening 2

B
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What are the additives for?

They re just to increase the shelf-life of the bapuettes. The dough is
then divided inta pieces. And after the weight is checked, the dough
enters the first prover for ten minutes.

The first what?

Frover,

What's a prover?

! can tell vou haven't baked bread before.

No, that's very true

Well, you can't boke the dough straight away. You have to let it stand
for @ whife 5o the yeast can react before you form it. This is cofled
praving. Well now, the yeast makes the dough rise, and gives the bread
shape and volume.

Oh, right. I see.

So. the dough Is then farmed into @ baguette and dropped onto trays,
which then continuously go round a circuit. The trays take the
baguettes into another prover for 60 minutes. The temperature in the
praver is perfect for the yeast to make the bread rise even more,

60 minutes, that fong?

Well, the prover stage s very important. If the bread does't prove
properly. you con't bake it. Now the trays then continue around the
circuit Lo the oven, where the bread is baked for ten rinutes. And
dgfter teaving the oven, the trays enter the cooler. That's where cool air
s blown over them for 40 minutes. The baguettes are then taken off
the trays and dropbed into plastic baskets for packaging. And the trays
continue ground the circuit and go back to the stort again,

And what hoppens 10 the baguettes’

They e taken to the packing hall, where they re wropped, boxed and
despotched,

And how Jong does the whole process take?

From flaur to boxed products takes about two and a holf hours.

Brian ¥ Visitar

So, Brian, what problems do you have with the produciion fine?

Well, we hiave a lot of problems with sensors. Thiese ore electronic

sensors that tel] the compuier when a tray enters or feoves o prover

or oven, The computer monitors the circuit ond conirofs the speed of

the trays. The computer stops the whole Drocess when o Sensor stops

working properly - a complete shutdown.

Reatly?

Well, you have to remember that the line produces 6,000 baguettes

an hour, The Lming has to be perfect or the system stops. The

sensors have o be set up exactly right. Jf they aren't, the computer

worl't start the system.

What other problems do you have? \
f
|

Well, sometimes we have problams with the mixers. if the computer

gets the mix wrong, we have 10 clean it the whole miixer

Do you have any problems with your workers?

Not ofter, no. The systern produces d new mix cvery 12 minutes,

50 1t is possible that @ mixérman can forget to put in the yeast and
additives. If he forgets the extra ingredients, we lose the whole mix,

Any other kinds of problerns?

Occasionally we have rechanical problems, Like when an old tray foses
its shape, it cdn farm in a prover of oven. That can be o big probiern ‘
because it can domage a moching and jom the whole system.

So how much tme do you lose o day on average? ‘
That's difficult to say, redlly. On a good day maybe & minutes. We can |
lose ub 10 an hour and @ hatf of production if we have a really bad doy.
And that meons rearty {0,000 baguettes. i
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Visitor P Fauline

Couid you tell me a bit about qudlity control at the factory?

Well, there are four main quolity contraf inspection points. We begin ty
visiting our suppliers to make sure we aré happy with their quality
control. Next, we insbect all goods in on arrival at owr factory and the
third inspection point is during production. And the final stage 15
chemical analysis of our finished goods,

Ant what do you look for at each of the four inspection points?

Wit each stage is different. With our suppliers, for instance, we inspect
their QC processes and, even more importanty, their factory hygiene. If
we're nat hapby with their hygiene, we'll cancel the supply contract. At
the goods in stage we make sure that order quantities are correct and
the quality is OK. We also check the transport pockaging. If the
packaging is damaged. the warehouse shelf-life can be reduced.

And what quatity checks do you run during production?

We take samples to check there isn't too much cooking oif on the
snack and that each snack hos the minimum arnount of flavouring. We
also check the size of the snacks and their crispness. If the snacks are
toe oy, they go soft.

5o that Jeaves the finished goods. What da you check for at the finat
QC stage?

We check individual bags to make sure that the packet weight fs above
the acceptoble minimurm and that the packet is seated properfy. We
afse check the taste.

And how: do you do that?

Well, we eat them. How else? We also do chemical analysis to cneck
things fike fat levels and other information that we have to put on the
packets,

Listening 2
J o= Jak K

| OK, 50 we alf know there's a problerm with reject fevets, but before we

fook gt ways of deoling with it, what {'d fike to know is why don't we find

the rejects sponer. How con they get il the way 10 the finished goods

chemical analysis before we find them? Keith?

Wi, jack. The probiern is the oif temperature in the cookers, It keeps

falling or rising suddenly. And that's why the samples dom't always

pick up high fat levels. The prablerr is worse when dernand is high ond

we're running at full copacity, well, fike we are at the moment.

So what can we do about it?

Well | think the first idea on your mama is the best one. W should

increase the sampling rate, You see, if we ake samples mare often,

we'll pick up the rgiects sooner.

That's true, but If we do that, we'f need extra human resources in the

QC department. | prefer the second idea. I'd rather just change the

temperature sensors in the cookers.

We've already tried that, but it didn't make any difference. The

problem s the oif in the cookers. VWher it gels dirty the temperature

sensors dom't wark properly.

So why don't we change the of more oftert?

Well it would heip, but we have to stop production to change the oil.

We re going to lose production cabacity if we stop the line more often.

And the extra oif will increase our costs, of course.

| Hmm. That's g point.

P s, but if it reduces the reject fevels, a bit of lost preduction won't be
a prabfem.

Keith P

Pauline

e

P
K



K fr might not be a problem if we can reduce reject Jlevels to zero, but |
don't think that's possitle,

J OKlet's wy it anpwoy. Keith, I'd fike you to change e off rore often
and ronftor the sensors. Fauding, I'd ke you Lo increase the sampling
rate by just |0 per cent. That means you won't need extra staff. Let's
do that for the next two weeks ond see what happens, OK7

P Right.

Unit 14a: Direct service providers

Listening |
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| Direct Line was the first direct pravider of insurance in the UK when it
started |3 years ago. How many call centres dees the company now
vperate?

G We have 6 regiondl centyes which employ between 300 and 700
peaple each. In total we have about 3,000 staff in our centres.

| Why did the company decide to offer its products directly by phone

and intemet rather than the usual way through insurance brokers or

high street shaps?

Well the major reason was probably cost. You sec with a call centre

you dont't have to pay high rents for good high street locations or poy

cornmission to brokers and agents. You con then pass on these cost

SavVings o your customers through competitive pricing of your products.

| Right. And how does a call centre affect the quolity of service o

cusionmer gets?

When a customer calfs, they get an instant response. The computer

database shows all the custamer’s details, which soves a Jot of time.

This reans we can offer our customers good products, quick service

and fower premiums.

1 And what products does Direct Line offer?

Cur insurance poficies inchude motor - we're the UK biggest direct

matar insurer - house, travel and fife, We also offer financial services

such as mortgages, personal loans, savings and pensions, We've also

recently storted to offer a vehicle breakdowr service.

| Gosh, so many. Are your operatives able to deol with ail these dffferent

producis?

Some operatives only deal with one product, whist mutti-skilled staff

can deal with 2 or 3 products. But the system Js programmed to guide

operatives in dealing with 80 - 90% of enquiries and dlaims, so they

dor't hove to make any decisions themsefves, Unusual or large risks are

assessed by supervisors. The important thing is 10 get as much

information at your operative’s fingertips as possible. The more

information they have in front of them, the less training they need.

|} How do you see the future for call centres?

They 're definitely here to stay, But as more and more niew coll centres

are set up, itfl probably become harder to find good staff, so

companiesl have to offer better conditicns. In the [uture, stff might

even work from home on closed computer netsors.

Journdlist George

G
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I George, we sometimes read negative stories about working conditions
in call centres. Is it true, for example, that you know exactly where
workers are for every minute of their shift?

Journalist Gearge

desks, but we make sure that they get ar hour for lunch and plenty of
other bregks.

Does the monitoring dffect their pay?

Yes, but in g positive way, Gperotives receive bonuses based on the
number of calls they take, the products they sell and the mistakes they
make, This way we reward good work.

\,:.\k-_._
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Yes, the computer system does manitor whether aperatives ore at their |

] Sowhat kind of haurs do the operatives work?
G They work flexible shifts of 35 howrs a week. Plus overtime if they want
it
What do you mean ty flexble shifts?
Vell, the computer system works out a shift plan based on the calls it
expects ond plans exactly the right number of eperatives for eoch time
of day. So shift times are flexible.
56, do the operatives also work evenings?
We're gpen from 8 till 8 Monday to Friday and from 9 tlf 5 on
Sarurdays. A lot of our operatives are young mothers of strdents, so
. they re happy to work evening shifts.
| And what about job satisfaction?
Some peaple believe that working in a call centre isi't the mast exciting
jotr in the world - so it's very important to remember thot your
operatives are hurnan. So we organise them into teams. The team that
sefls the most policies, for example, wins a prize. We afso organise fun
competitions during big sporting evenis fike the World Cup or the
Olympics.

I
G

m'-——

Unit 14b: The banking sector
Listening |
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€I Helio. Can [ help you?

Cu Yas, 1'd fike sorme information on your tefebhone bonking senvice,

€t Certainfy, Do you have an accotnt with us?

CuYes, | do. This is my forme branch.

1 Well, with our telephorie banking senvice you can do ofl your day-to-
day banking aver the telephone at any time of day or might.

Cu How does it work?

CI Al you do is ring up, key in your PIN number, choase the service you
want dnd ther just follow the mstructions. It's as eosy as that.

Cu And what can | actuolly do over the phone?

€l You can check your balance, pay bills, arder a statement or transfer
roney. All your normal day-to-day banking.

Cu Doeg it cost arything?

¢l No. The number is a freephone number, so you don't pay for your
calls and the service s part of your normal bank gccount.

Cu Oh right. And can | phone at any time of the day?

(! Yes, you can. There's an autornated answering machine and staff are
avdilable 24 hovrs-g-day, seven days a week.

Cu Coutd | fill in a form row?

CL Certainly. One moment, It just get an application form ...

Customey

Listening 2
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I Right, coutd | hiave your full name, please?

Cures, it's fohn Peter Barnard.

€I And your address, Mr Barnard?

Cu 24, Manor Road, Winchester,

O And the postcode?

Cu 5023 ¥Dr.

(! Could { have your date of birth, please?

Cu'Yes, it's 31 October 1968,

¢l Thank you. And your daytime phone number?

Cu 1962 866 155,

Ol And ofl | need now are your accaunt details, Whould vou like the
telephone banking just for your current account of for more than one
aecount?

Cu just for my currenl account, please.

(3 €K So, the sort code is 77 25 08 and could [ have your account

Clstorner
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Cub0877422.
T 60877427,
Cu That's right.

&

-

number, plecse?

If you could sign the form here, Mr Barnord, and then that's it t
register you and then we'll send you your information pack and
mernbership number.

Unit 15 contains extracts from a Speaking Test.
No tapescript is provided.

Unit [6b: Trading
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Unit 17a: Recruiting staff
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= Journglist R = MrRauch

Coulef you tell me about Raupack and its activities?

We're an agent for German manufacturers of packing machinery. We
provide them with a British sales network and translate their
documents, specifications and parts fists into English. W also deaf with
the British custorners and all their enqiries and correspondence. And
we grronge customers’ visits to Germany,

M, that's very interesting, How did this company begin?

Before | started Raupack, { worked in sales for eight yeors for an
internationat compony here in the UK. We had to use some smal
suppliers of packing mactinery to complete our product range. But
working with both farge ond small suppbliers caused problerms. The ‘
smaller componies wanted someone to sell only their products,

sain 1982 { left and set up my own company, Raupack Lid.

That was a big step. And how has this company devefoped since then?
Well, | began selfing to the drinks industry. Char suppliers begon
developing exceflent new machines that were technically more

advanced than our competitors'. These machines helped s to expand
inta the food and pharmoceutical industries. And our sales peopfe were
very good at understanding ond seffing these new machings so Raupack
got o name for delivering excellent products and providing a service [
that was fair to both customers end suppliers. Since then turnover has
grown to nearly £/0m a year and our customers now include

companies such as SmithKline Beecham, Boots and Glaxe. YWe rnaved |
into these new offices fast year and at the moment we're looking for
new staff to help the company grow further. |
Very good, And the future? How do you see the futre? |
I think technical development is the key to the industry. Compariies [
have to produce end pack more and more specialised goods to sotisfy
their customers. So, in future, our suppliers have to deveiop their
machines technically but withaut fosing any refiability. Our job, of
course, s going to be to self these new machines and continue to

provide the best possible support for both our Customers ond our [
suppliers. [

Rick P = Parida

S0 Patricia, have you gven any more thought to taking on an assistant
in marketing?

Yes and I'rm stift not sure about it If we decided to take sormeone on,
where would we advertise the vacancy?

Wetl, | guess we'd advertise the pesition internolfy as we afways do.
But if we advertised the job nternofly. we'd have the same old

Tapescripts

problems - not enough aphlicants and lots of internal political
problems. Couldn't we advertise the job autside the company for once?
Well f suppose we could. But f we did, a fot of people wouldn't be very
happy about it.

So? Wauld that be a problem?

Vel yes. | mean, the company always talks about How we ke 1o
promete our own people and how you can develop o career with us. o
it'd lack a bit funny if we didn't advertise ft internalty first.

But even i we promoted one of our own peeple, the other internal
applicants wouldn't be hatpy anyway. So what's the difference? Why
couldn't we just odvertise it in the national papers?

But it's company policy. You know that. e dways advertise internally
first. .

Yes, | kriow. But why con't we try semething different for @ change? If
we took someane on from outside the company, we'd bring same new
ideas imo the department. It's what we need, Rick.

Look, why don't we just advertise it intemally as we aways do, right?
That'll keep evervone happy ond then, after a couple of weeks, we can
put an advert in the paper as well. What do you say?

Oh all right, But I'm not going to do the interviews. You can. | had to
db the interviews lost time and the people who didrit get the job didn't
speak to me for weeks afterwards.

Unit 17b: Applying for a job

Listenirg
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= nteniewer A = Almudena Ribero

5o, Ms Ribera, I'd like to ask you g few questions about your
professional experience and qualifications, if I may?

Sure.

MNow your (Y says that you've experience of dealing with clients from
different countries. Could you teil me which countries you've dealt with?
My department publishes transiations of foreign books. Most of them
are English larguage books so | deal with America o lot and Britain.
And sometimes ftaly, too.

So, America, Britain and ltaly, So your English is obviousty very good
and you speok ltafian too. Could you tell me how good your French is?
It's OK | did French os bart of my degree but it isr't as good as my
Engfish ar ftalian. .

So, that's regsondble French. Now, or your CV you say you have good
keyboard skitls. Could you tell me how many words a minute you can
type?

About 50. | feamed to type as part of my studies but { need to practise
a bit more,

Yoir're ot the only one, | stilt use two fingers! And what obout
computers? Could you tell me a it about which programs you use?
At the moment | use Microsoft Word as | enly need the computer for
correspondence. In my last job | also used Poperpaint for our
preseniations,

You used Powerpeint? Did vou design the presentations yourself?

The Training Director planned them but [ had to do the actual
computer work ond moke sure it worked property during the
presentations.

So that was gt Informdtica. But it says here it your CV that you left in
1594, Could you tell me why you left?

{ think the main reason was Janguages. | liked my job at Informdtica
but ail cur clients were Spanish so f never got to use My fanguages.
Then one day | sow the advertisement for the job at Ediciones Gomez
and I'd always beer imerested in publishing, so | applied.

So why do you want to change jobs now?

Well, | stll fee! that | don't get encugh practice with my languages...

142



Unit 18: Exam practice

Questions 30-37

For Questions 30-37 you will hear eight shart recordings. For each
question, mark A, B or C for the most suitable picture or phrase.

3¢ What does Alisort arder?
A So, Alison. Do you know what you want?
B f'mnot sure. The chicken sounds nice, but so does the fish,
What about you?
A el T think ' going Lo fove Lhe fish.
B OK 1 have that, too.

31 Which is the flight to Sydney?
Would off passengers fior flight LH4521 to Brisbane please go
ta gate numbier 40, Flight {H4152 to Sydney is now also
boarding at gate nurnber 42,

32 Which hotel does Graham's colleague recommend?

Have vau booked a hotel raom pet, Graham?

Na, 1'n just looking at the brachure now.

Well, don’t go to this one here.

Why? What's wrong with the Grand?

It's too expensive. Sa's this ane, the Orion. I'd go to the Plaza
if Fwere you.

. AN

32 Which machine are the people talking about?

Karen. Could you help me for @ moment?

Swre. What's the problem?

I'm not sure how to use this madhine.

It's very simple. just insert the paper, key in the nurnber and
press the send button,

oo o o

34 What happens to the phone call?
A Hello, North Seas Shipping, Can | help you?
Hella. Could | speak to Amanda Coltins, please?
A One moment please, 1lf just try her office. Helo, I'm
afraid she’s in a meeting. Can | take @ message?
B It's OK M try agoin this gfternoon.

o=

35 How much does the retailer pay for each gorne?

A The games took interesting, but how muct do they cost per
urtit?

8 The unit price is $8.

A And are there any discounts on large orders?

B Ve could give you G dailar off per unit on orders aver 500
urits.

A Hm. Then 'l just take 200 units to begin with.

36 How long will the order take to orrive?
A When are those somples arriving?
B Well they sent them on Friday and it normally tokes 4 working
days.
A But Monday wos @ bank holiday.
B (Ohyes. So they should be here on friday then.

37 What is wrong with the printer?

Oh! The stupid machine isn't working again!

What's wrong with it?

A Ohidon't know | think it needs some more paper o it's fun
put of ink or something

B No, look here. There's same paper stuck in it

[
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Questions 38-45

Listen to the manager talking to staff about the way they answer the
tefephone, For Questions 38-45, mark the correct phrose to complete
the sentence. Mork one letter, A,B or C for the phrase you choose. You
will hear the conversation twice. You have 45 seconds to read through
the questions.

So, if everyone is here, 1Yl make a start. Now, as you might kinow, o few
months ago we asked some consuftants 10 take a look ot the way we dnswer
the telephone ocross the group. They telephoned our offices and made
enquiries as customers normally would. They recorded tnformation such as
how quickly the call wos answered, how friendly people were and how
efficiently they deolt with the enguiry.

So, Il begin with what they found out. Right, now, first of aff, they found out
that on average we answer the phone after four rings, which isn't bad, but
we con stil improve ont it. Secondly, friendfiness. Now, although some offices
scored o5 high as 8 out of 10 for friendliness, the consultants only gave the
company as o whale 6 out of 10. Once more, this wasn't as good as it should
be, The consultants said that 7.5 is the minimum we shoutd be giming for
throughout the group. And finally, eficiency. Now here, we did quite well. it
seems Lhat the people who normatly answer the phone can efther ded! with
enquiries themselves or put the caller through to the right person. However,
there were one or two negative ponis which we stilf have to work on, such
as dways remembering to ask the caller's name before puiting them
through. So, a5 you can see, we need to do a fot of work.

Going back to the first paint, about the phone ringing four tmes, everyone
will rnow be responsible for answering the phone after the third ring. This way
there s no excuse for keeping a caller waiting. The point about friendfiness,
however, is the most impartant. People want to hear o cheerful vaice when
they call the company and feel good when they do business with us. So we're
going to choose some new hold music and the consultants have given us
sorme good phrases Lo use on the phone. They're on the handout [ gave you
at the beginning. Does everyone have copy? Right, good.

So, moving on to effictency ..

That is the end of the Test.
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Answer key: Self-study

Unit la: Job descriptions

Ex@: 2 provide a senvice

3 interview an applicant
deal with g problem
attend o meeting
keep a record
organise a conference

RS SV N

Ex O

give a presentation
provide support
interview a candidate
deal with pecple

gttend a training sesston
keep a diary

organise @ holiday

I S [ S B O

Ex ®: poduct produce

sale sell
organisation organise
irnterview interview

applicant apply
advertisng advertise

Ex@: | interview
3 advertise
5 products
7 sales

2 organise

4 apphicants
& discussion

Ex®: 14 2¢C 3B 4A 5A 6A
78 8A 9C 10C IiA (2B

Unit |b: Working conditions

Ex O: Suggested answers:
o paper, stationery, suftlies, time, money
o holidays, overtime, safary, problems
+ holidays, overtime, orders, stock
s computers, tefephone calls, Customers

Ex®: | wih 2 about 3 a4 of 5 of
6 in 7 atfin 8 with 9 in {10 with
Ex ©: Suggested answers:

{ rarely work 35 howrs g week.
{ Usuolly work overtime.
{get 21 days feave o yeor.
| weor a suit but employees in the factory wear overalls.
There is a health and safety representative in every
department.
Ex®: | Jjason Martin
2 032
3 29001
4 leave
5 Production

Answer key

Unit 2a: Company history

Ex@: 1 tied 2 visited 3 found
4 were 5 decided 6 sold
7 expanded 8 begon ¢ had
1Q baught {1 had {2 setup
13 went {4 announced

Ex@: N Decomber 1992, summer, the 1980s
7 {0.30, Christmas, the weskend (LUK}
ON: Frdey, 23 July, Tuesday morning,
the weekend {US)
Ex®: / swop

2 produce 3 make

Ex®: / £ 2 ¢ 3 A 4 F 5D

Ex ©: Suggested answer: (35 words)

Copies of the new company brochure have just amived from the
printers, Coufd you collect your copies as soon as possible,
hlease? You'll find them in John's office in the marketing department.
Tharks.

Unit 2b: Company activities

are growing 8 think, are tking
want, are offering (@ are climbing

ExQ: | is/arebuidng 2 are developing
3 are growing 4 are modernssing
5 s investing & are eaming
Ex®: | areworking 2 spends
3 are thinking 4 doesn't eam
5 are building & isn't investing
7
9

Ex®: 2 Nokiais o Finnish electronics company.

3 Reuters j5 o British press agency.

4 Timbertand s an Arnerican clothes monufacturer.
5 ABN Ao s o Dutch bank.

& Daewoo is a Korean car monufacturer,

7 Godiva is o Belgion chocolate manufacturer.

8 Swatch is a Swiss watch manufacturer.

9 Softbork is o japanese software distributor

i0 Danone is o French food group.

B 3B 4A 5B 6A

Ex ©: 2
§C 9A 10C HA 2B

I C
7 C

Unit 4a: Telephoning

Ex @:

Right Mr Abraharn. I'l give Mr Green the message.
tm afroid the fing's busy. Can { take a message’?
You're welcome. Bye.

Good marning, Priery Hotel.

And what's the message, please?



&) could you spell your surname, please?
& pig you say 745 or 7:507

Yes, please. Could you tefl him Alon Abraham called?

Thank you very muctt,

Could you tell him {'ve booked a table at Marcel's
restourant for 7:15 this evening and I'll meet him there?

E A-s-RA-H-AM,

Hetlo, coufd you put me through to Mr Green in room (03,
please?

715, Quarter past seven.

Ex ©: Suggested answers:
! Con i toke o message?
Could you spelf your surnarne, plegse?
Sorry, did you say
fm calling about
Could you telf her
Il give her the message.

O Ln e Lo oo

Ex®: ;| ¢ 2 B 3 A 4 A 5 C

Unit 4b: Internal communication

Ex @: Suggested answer: (35 words)

We're having a meeting on Tuesday 21 fan to discuss the new
training schedule. Could you prepare your proposals by (8 fan
please, and can you give everyone a copy befare the meeting.
Thanks.

Ex &: Suggested answer: {32 words)

There wili be a meeting on 2} january ot 10.45 in the
boardroom to discuss the new brochure. Could aff staff please
attend. The meeting is scheduled to last approximately one hor.

Ex ©: Suggested answer: {37 words}

Elizabeth Sharp, the new Hurman Resources Manager, will be
visiting s on Juesday | [ Aprit. The aim of her visit is to fearn
more about the company so please make sure that you
intraduce yoursehves to her.

Jnit S5a: Facts and figures

Ex@®: A f B rise
D remain steady E recover

C level off
F peak
Ex @: Last year there was a drop in net sales of 7%.
Market share increased by 3%, up to 8%.

Net sales peaked at £22m in 1997,

European safes went from £4.2rm to £3.0m,
Sales fevelled off at £5m in 1998,

Costs rose by £3.3m. This was a rise of 10%.
Office software sales fell by 10% in 1997.

A strong pound meant ¢ fall in exports in 1978,

0o ~d @ b e Lo P —

145

Ex®: > product faunch
4 top-selling brand

3 netincome
5 annual report

Ex ©: Suggested answer:

The most successfil product was adventure games. Sales
increased steadily from 309 to 45% in the period from (995
to 1998, There was strong growth in action games for the first
three yeors of the same perfad. They peaked at 25% in (997
but dropped sharply in 1998, Safes of sports games felf from
25% 1o (5% in {996 then fevelled off in 1997 and rose to
20% in 1998, Sdfes of other computer games remained steady
at {0% in 1995 and 1996, fell slightly in 1997 and then
recovered in | 998,

Ex®: ' F 2 H 3G 4¢C 5 A

it 5

Ex@: 2 !¢ like to begin with a look at
3 Asyou can see

Performance

4 The graph clearly shows

5 ¥'d like you to fook at

& 1'd like to draw your attention to
Ex®: | has been 2 has aiready achieved

3 haveworked 4 has performed

5 had 6 were

7 didnotlook 8 made

¢ were not {0 has improved

Ex 9: 2 New trains have resulted infled to more rcliable

service,

3 The numnber of delays incregsed because of/due to
track problems.

4 WWe can't raise prices. That'’s why [ Therefore, we
have to increase volumes.

5 Customer satisfaction has improved due
to/because of better facilities.

¢ Reduced ticket prices have resufted infled to an
iricregse in passenger volumes,

Ex®: i b 2 A 36 4 H S5E

Unit 6: Exam focus
Part One:1 C 2 A 3 B 4 B 5 A

Part Two:6 G 7 D 8 C ¢ H 10 F
Port Three: [ { G 12 C i3 E 14 A 15D

Part Five:!6 C i7C 188 19 C
20 A 21 A

Part Six: 22 A 23 b 24 B 258 268

27 C 28 B 29 C 30 A 3B
32 A 33 C

Answer key



Unit 7a: Product description

Ex®: 2 short How long is the board?
3 cheap How much does the game cost?
4 size How big is Colfect?
3 eqsy How difficult are the instructions?
Ex ©: Suggested answers;

2 The Extra is 2 kilos heavier than the Super.

3 The Extrag is more exbensive than the other
display panels.

4 The Super is not as heavy/ big/expensive as the Extra.

5 The Standard is the feast expensive of the display

panefs.
& The Standard is the lightest/cheapest/smalfest of
the display panels.
Ex@®: /8 2B 3A 4 A 58
5 A 7 C 8 C 9 B 10 A
I8 12C
Unit 7b: Product development
Ex @: 2 After that/then 3 then/after that
4 When 5 whie

Ex®: 2 are you going to dofare you doing
3 are starting
4 are using
5 Are you going to use/Are you using

Ex®: | A 2 C 38 4 A 5B

ex®: | B 2 B 3 A 4 B 5 C

Unit 8a: Business equipment

Ex ©:
fax machine printer photocopier shredder
diat jam jam jom
jam press enlarge press
press print reduce insent
print insert press stired
insert switch on insert switch on
switch on overheat switch ort overheat
averheat overhicat serd
send copy
copy print
Ex @®: Noun Verb
insertion insert
operaticn operate
reduction reduce
copy : copy
printer print
removal rermove

Answer key

Ex ©: Suggested answers:
2 Open the paper tray and insert more paper.
3 Press the red button. Remove the excess paper.
Stort again with Jess paper.
4 Open the door of the machine. Remove any
Jammed paper.
Switch it off Leave it to cool. Try again.
6 Check there are stables in the machine. If there
aren’t, insert some.

a1

Ex®: | ¢ 7 A 3 C
4 C NE 6 B
Ex®: 1 C 2 E 3 D
4 A 5 G
Unit 8b: Correspondence
Ex®: 2 enclosed 3 department
4 note well (from the Latin: nota bene)
5 regarding 6 week 7 exduding
8 including 9 extension
Ex ©®: | Dear Ms Rees Yours sincerely
72 Dear Paut Regards
3 Dear Sir{Madam Yours farthfully
4 Gentlemen Yours trufy™

* Gentlemen is the US equivalent of Dear Sirs (UK). Yowrs truly
s used in the US but rarety in the UK.

Ex®: | A spoken B written or spoken
2 A spoken B written
3 A sphoken B written
4 A written or spoken B spoken
5 A written B writtart or spoken
& A spoken B written or spoken

Ex @: Suggested answer: (66 words)
Dear Ms Daley

{ am writing to enquire about your latest photacapiers. We ore
currently renting a mode from you however we would now flike to
purchase one.

I would be very grateful if you could send us a coby of your
prochure and any refevant product lieerature, Would it afso be
possible for you to send s a current price fist?

{ ook forward to hearing from you.

Yours sincerely

Ex @: Suggested answer: (76 words)

Thank you for your fetter of 5th April.

As requested [ am sending you a Copy of our brochure ond
some additional literature about our range of photocoprers. fam
also enclosing an up to date copy of aur price fist which includes
details of discournits avaitable for customers who currently rent

machines from us.
If you have any questions please do not hesitate to contact me.



Ex @: Suggested answer: (38 words)

Party

As you all know Friday 23rd will be Simon's final day with us at
Sonitech, fin order to wish him well in his new job there will be g
farewell party in Reception at 5.30. Everyone is invited,

Unit 9: Exam focus
Left Column

Part One

Suggested answer: (38 words)

F'm in a meeting with ane of the subpliers. H be back at about
12.30. If Mr Jablonski calls for me, could you explain where | am
and ask him when | can call him back?

Tharks

Part Two
Suggested answer: (78 words)

With reference to your letter of 24th September | am writing
to confirm your travel and accommadation arrangernents. | fiave
reserved you a hotel reom from the 24th to the 28th of October
however the company can only pay for the first four nights. If you
fex Ls have your flight details we can arrange for someone to
meet you at the airport and take you to your hotel

i fock forward to hearing from you.

Yours sincerefy

Right Column
Part One
Suggested answer: {33 words})

! am currently out of the office. | will be back on Thursday
23rd. If you have oy urgent questions or problems before then
please comtact my colieague Andrea in our Bristol office.

Part Two
Suggested answer: (77 words)

As you know we have been having a fot of problems with our
current photocopier (paper jarming ctc.). f've scen an advert for
a newer version, the TX200 Officepra which can also print
excellent quatity colour pictures and scan A4 colour documents.
it’s smaller than the presertt machine too S0 we would fave more
space in the corridor.

{ think we should consider buying onc, it costs £1,000 plus
VAT and they can deliver in two weeks.

Unit 10a: Business hotels

Ex O: 1 rooms (informal, well-equipped. comfortable)
2 senice (efficient, friendly)
buildings {efegant, centratly-iocated, quiet}

Ex ®: 2 modem socket 3 fitness centre
4 courtesy bus 5 single supplemerit
6 express check-in 7 rush hour
8 hecith club

Ex ®: | hotel ports (founge, health club, fitness centre,

restaurant, swimming pool, dining-raom, bar)
2 facllities in rooms (desk, commumication facilities)
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Ex @: Suggested answer: (78 words)

Further to your letter of 18 june | arm writing to confirm the
availability of four double rooms for @-11 July. Al our rooms are
equipped with telephones and modems, the cost is $400 a night.
Our business centre provides a number of facifities including
fnternat access twenty-four hours g day. Please find enclosed @
coby of owr brochure for more details.

If you require any further information, please do not hesitate to
contact me,

Unit 10b: Commuting
Ex ©:

Ex @: 2 bublic transport is very good in the city where f

five.

3 The Government's new transport policy won't
change anything.

4 Sorry f'm late. | was stuck in traffic for hours.

5 There’s always a traffic jom on the motorway in

the maming.
6 City centre traffic was reduced by the bark and
ride scheme.

|

There isn't any afternative transport where | five.
8 With traffic growth of over 2% a year we need
more roads.

Ex®: 1 ¢ 2 A 3 8 4 B 5 A

Unit | fa: Arranging a conference

Ex @: 2 decide on a budget/details/a proposal
ask for a quotgtion/details

make @ proposal

invite defegates

finafise details/a budget/a proposal

Lo SR . S W

Ex 9:

proposal Z  location
arranging 4 requirements
5 quotation 6 confirmation

L")

Ex ©: Suggested answers:

Do you have o preferred locadon?

Could you tell me what your budget is, please?
When do you want to hold the conference?
How long would you fike it to fast?

How marny rooms will you need?

O B Lo M

Answer key



Ex @: Suggested answers:
to organise @ conference
to hold a conference

conference arganiser
conference programme
conference package
conference centre
conference booking

Ex ©: Suggested answer: (77 words excluding salutation and
closing phrasc)

Further to our telephone conversation, | am writing to confirm
the Armech marketing conference arrangernents. The conference
will be Feld at the Karofiny Conference Centre, Prague. The 37
delegates will arrive for friday dinner on 25 September and
depart after Sunday funch on 27 September. We will provide a
conference room and a seminar room. | enclose g <opy of the
conference programme and will confirm the name of the Europa
Events contact person as soon as possible.

Ex ©: Suggested answer: (22 words)

The marketing conference is from 25 to 27 September at the
Karofiny Conference Centre, Prague, You should arrive in time for
dinner on the Friday evening. Please confirm if you will be able to
attend or not,

Unit [ Ib: At a conference

Ex @: Suggested answers:

2 we know the number of defegates.
7 you arrive at the confererice.

4 we have had the feedback session.
5 the guest speaker arrives,

6 | have finished it.

Ex®: 2 beadty-prepared
4 useless
& baring/dul

3 ncgathve

5 unproductive
7 unrewarding
Ex ©: The conferemnce was easy to Organise.

She gave g brief {or short) sales presentation.
Some of the sessions were too short.

The hotel beds were very saft.

The journey to the restaurant was short,

The speaker was easy to understand.

LS L N, T N SR N

Ex®: | ¢ 2 A 38 4 A 5 C

Unit 12: Exam focus

Part One:

I B Z A 3 A 4 C 5 A
&5 C 7 C g8 B

Part Two:

¢ HP420Y 10 I5th

o 12 17.5%

13 £116.80 4 WILKES

15 688820

Answer key

Part Three:

16 York

17 housewives

18 Feel Good

t¢  modern professional
20 price

21 1 2th September
22 ook Great

Part Four:
23 B 248 25 C 26 8
27 B 28 A 29 C 30 C

Uit 13a: Production

Ex @: 2 The ingredients are fed into the mixers.

The baguettes are drapped onto a tray.
The baguettes are haked for 10 minutes.
Cool dir 1s blown over the boguettes.

The haguettes are packed into boxes.

o L b

Ex ©: Suggested answer:

First of all, the production line and sensors are checked before
the line is started. If the fine does not start, the sensors are re-sel
and the fine is started again. After the fine has started, the
ingredients are fed into the mixers. If the mix is not correct, the
mixer is cleaned out and the ingredients are fed in again. If the
mix is correct, the dougtt is sent to the divider,

Ex ©: Machines: cooler oven, divider, packing machine,
former
Brocesses: mix, divide, form, boke, prove, cool, wrap,
box, despatch
Ingredierts:water, yeast, additives

Ex @: Suggested answer: (21 words)

We have experienced some problems in the packaging
department. The 82K machines have not all been set correctly
for the new packaging. Please ensure you check aff settings before
using the new packaging.

Unit 13b: Quality control

Ex @: 2 inspection points 3 shelf-ife

4 finished goods 5 goodsin

& chermical analysts

I finished goods 2 inspection points

3 quality control 4 shelf-life

goods in & chemical analysis

Ex®: 2 goodsin finished goods

3 rise el

4 reject accept

5 reduce INCrease



t demand
2 goodsin
3 finished goeds
4 increase
5 suppliers
& falf

7 rise

8 reject

? reducing
!

Ex ©:

2 change  won't make/isn't going to make
3 doesn't make W talk

4 increases I have to/'re going to have to
5 ' happen/'s going to happen  keep

& 'l have tof're going to have to want

7 dont arrive It look/'re going to fook

8 won't befaren’t/isn't going to be  Increase

Ex®: i 4 2 a 3 E 4 B 5¢C

Unit 14a: Direct service providers

Ex @: house, life, travel - insurance
insurance - policy, fine, company

Ex ©:

I memorandum ({the others are off tybes of agreement)

2 clafm {the athers are alf something the customer pays)
3 location (the others are off something you pay)
4 exciting (the others are afl to do with speed)
5 loan (the others are all fines of insurance)
6 quality {the others are ot quantity)
7 provider {others are all financial services)
Ex®: | premium 2 loan

3 broker 4 commission

5 enquiry 6 monitor

7 claim 8 poficy

9 supervisor
Ex@: 14 2C 38 4B 5C 6A

7A B8C ¢C 108 HC {2A

Unit [4b: The banking

sector
Ex ©: SITFA[TIETMIEINIT
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Ex®: > transfer money
4 order g statement
& follow instructions

3 pay bills

5 signaform

7 key in a PIN number
Ex ©: deal with problerns
fnvest in new technology
pay for a service

fill in a form

nate down some details

Ol b Lo b

Ex®: 1 Accounts 2 Andy Smith/The bank
3865X or higher 4 4MB
5 Windows 3.0 or higher

[

Unit |5: Exam focus
Reading Part Seven

Questions 1-5

I CLOSE & SONS

TIM NICHOLLS

10 DEC 1998

TEK 200

£3495

b Lo b

Writing Part One

Suggested answer: (32 words)

I'm working from home tomorrow so that | can finish preparing my
presentation for the meeting on Friday. ff anyone nieeds to
comtact me my home phone number is 020 8767 928%

Writing Part Two

Suggested answer: (73 words)

{ think | have found a suitable hotef for the trade fair in
Barcelona, 1t's colied the Hotel Gaudi and it has speciaf business
traveller rooms with communication facilities. Moreover it /s in a
good focation, in the city centre but only 35 minutes from the
airport and 25 minutes from the exhibition centre.

if you agree, [ think | should book rooms as soon as possible,
Could you confirm the dates please?

Unit téa: Quality control

Ex®: 2 infwithin 3 on 4 in/within

5 unt 6 on 7 by & untif
Ex®: | documents 2 chorgefrate

3 vehicles 4 urgent

5 ragtefcharge & destinations

7 packages 8 weight

Ex®: 1 B 2 A 3¢ 4¢ 5 A

Answer key



Unit 16b: Trading

Ex@:
2
3
Ex®: ?
o)
Ex®: |
2z
3
4
5
&
Ex®: |

cnquiries, corresponderice

documents, specifications, a parts fists

a sales network, a service, support

C 3
£ 7

H 4 B
F g D

Thank you for your enquiry.
We are pleased to quote as folfows.

Our standard terms and conditions apply.

The price is quoted in euros.
The price does not include VAT,
We look forward to hearing from you.

C 2 G

3 A 4 E

Unit 17a: Recruiting staff

Ex®: 1 opplicants
2 anapplication form
3 appointed
4 yacancy
5 recruit
6 candidates
Ex @:
{ tofifl AN
to advertise = —— a vacancy
to apply for /
2 internal .
external — applicants
to recruit -
3 e a candidate
recruit — internal applicants
AN workers
4 da vacancy
acvertise é jobs
™~ a position

Ex ©: Suggested answers:
2 you would have to advertise,
I'd took for a different kind of work,
4 j'd miss my famify.
5 the job was offered to you?

3

Ex®: |

Answer key

D 2 E

Unit 17b: Applying for a job
Ex®: 2 Coud you tell me where you work at the moment?

3 Could you tell me if the position includes a pension?

4 Coutd you tell me how you heard about the
vacancy?

5 Could you tell me if there is any training?

& Could you tell me what your present salary 157

Ex &: Persongl qudiities: flexibility, enthusiasm, motivation,
communtication skills.
Skitis; word-processing, fanguage, presentation,

keyboard,
Ex ®: | Please find enclosed a copy of my CV0
2 ! am very interested in the position because ...
3 Since 1996 | have been working s ...
4 | am writing with reference to youwr advertisement ..,
Ex®: / 8 2 B 3 A 4 C
5 A 6 C /B
Unit 18: Exam focus
Reading Questions {-3
fA 2 C 3 C 4 A 5B
Reading Questions 6-10
6D 7 F 8 C ¢ H 10 G

Reading Questions | 1-20
f1A 2B 3¢ f4 8 (5 A 16 A
17C 18 A (9 A 208 2t A 22C

Reading Questions 23-27

23 Buddy Holly 24 Paface Theatre 25 3 July
2620.00 76
Writing Question 28

Suggested answer: (36 words)

The company will be closed for the Christmas period from
Wednesday 25 Decernber to Thursday 2 faruary. If you want
extra holiday please confirm the dates and filt in the hofigay
forms by Friday 15 Novernber,

Writing Question 29

Suggested answer: (71 words)

| am very sorry that | have had to cancel our meeting on Friday
at such short notice. This is due to the fact that my boss is off
sick aff week and so | em unable to feave the office.

1 would like to suggest that we reschedulc the meeting for next
Tuesday at the same time, 10.45. Could you let me know if that
would be convenient for you?

Listening Test 30-37
30A 38 32C 33 A HC
358 36 C 378
Listening Test 38-45
38C 396 40 A 41 A 42 A
438 44 C 45 8
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Essential vocabulary

Jobs

Wk

Duties

Gene

Frequency

Working conditions

General

151

la: Job descriptions

accountant

consultant

hurnan resources {HR} ranager
marketing manager

production rmanager

sales executive

to work as {+ job)
to work for (+ comoany)
to work in (the food industry)

to attend (a meeting)

to deal with (a problem)

to discuss {problems)

to give (advice)

to interview (applicants}

to involve (+ -ing)

to keep {a record)

to organise (a conference)

to provide (a service)

to be responsible for (+ -ing)

to advertise
applicant

to be based on
depariment
fimancial products
head

personnel

| b: Working conditions

annually
daily
monthly
rarely
weekly

at (the current) rate
bonus

break

day off
employment
equiprment
health and safety
leave {holiday)
line manager
overalls
overtime
regulations
salary

shift

supplies

annoying

1o arrange

10 break down
to consult
efficient

in operation
instead of

o review

1o run out of

i stationery

Companies

Actvitics

oneral

G

Cortrast Addiuon

Actwities

General

2a: Company history

holding company

joint venture

parent company

public limited company (plc)
subsidiary

to buy

o expand

to export

to found

to manufacture
o own

to produce

to register

to set up

1o take over

facilities
partnership

i plant

stake

[ o survive

~tumover

2b: Company activities

also

furthermore
morecver

not only ... but also

although
however
in spite of

assembly

to build

to develop
to grow

to Irvest
investment
to modernisc

o attract
attraction
to cimb
cosis

1o earn
flexible
low
model
10 receve
van
wages

Telephone phrases

Paperwork

General

4a: Telephoning

Canlspeakto .7

Can | have extension 204, please?
Is Keith availaple?

Who's calling?

Held the line, please.

Il put you through.

I'rm afraid the line's busy.

i I'm afraid he's not available.

Do you know when he'll be free?

i Can | take 2 message!

I'm calling about ...

I'm returmning his call.

Il call back later.

I'f give: him the message.
Could you repeat that?
Could you spell that?
Did you say .7

We were cut off.

Thank you for calling,

4b: Internal communication

brochure
diary
memao
note
notice
proposal
recaipt
schedule

appointrment
boardroom
to cancel

to claim
essential
expenses
head office
obligation
prize
quarter
request
requirernents
to take place

Essential vocabutary



5a: Facts and figures

to increase fincrease
to rise /rise
to grow /growth
to Improve /improvement
1O recover /recovery
to peak /peak
- to level off
@ remain steady
10 decrease/decrease
" to drop/drop
to fall /fall

sharp(ly)

strong(ly)
steady /steadily

slow(ly)
slight(ly)

_annual report
" brand
income
product launch
_ range
. retal

5b; Perfermance

because of

due to

1o lead to

1o result in

that's why
- therefore

" as you can see
bar chart
1o draw attention to
figure (Fig 3)
graph
the graph clearly shows
1o make a presentation

custormer satisfaction
customer service
delay

- to lease
penalty
performance
privatisation
0 promote
punctualty
to reduce
reliability
revenue
track
to upgrade
volume

Essential vocabulary

Describirg prochucts

General

Produa development

Drugs

Cereral

7a; Product description

length (long/short)
to be made of ...
{0 measure

size {big/small)

to weigh

weight theavy /light)

board garme
complicated
difficult
discourt

i general knowledge

instructions
reasonable
retailer

to stock
version

7b: Product development

1o approve

authorities

average (on average)
development

to monitor

to reach (the market)

research & development (R & D}
stage

| to take (+ time)

1o test

" chemnist

disease

healthy
over-the-counter
patient
prescrption

safe

safety

side-effects

advertising campaign

. information pack
i leaflet

poster

Office equiprment

General

Formal letter phrases

Abbreviations

General

8a: Business equipment

10 copy

to dial

to enlarge fenlargement
envelope

eraser

fax machine
guarantee

to jam

operating instructions
to overheat
phatocopier

to print

printer

reduction

1o remove fremoval
sassors (pair of)
shredder

stapler

1o switch on/off
warranty

to be careful
convenient
feature
spectal offer
to rent

8b: Correspondence

Thank you for your letter of ...
With reference to ...

| am writing 1o ...

i am pleased to ...

I army afraid that ...

| would be grateful if you could ...

| endlose ...

If you require any further information,
please do not hesitate to contact us.
| look forward to hearing from you.
Yours sincerely

Yours faithfuily

Best wishes/regards

ASAP (as soon as possible)
Dept {department)

enc (endosed)

excl (exchuding)

ind {including)

ext (extension number)
NB (note well)

re (regarding)

wk (week)

enquiry

guotation
seminar
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10a: Business hotels

business.centre
catering
check-in
communication faclities
courtesy bus
fitness centre
guest

health club
roOGM service
supplement
swimming pool

Hotel

along

to cross
near
next{o
opposite
past
straight on

Cirections

centrally located
comfortable
desk

lighting

modern socket
rush hour
well-equipped

General

10b: Commuting

accident
commuter

fuel

fane

motorway
pay-as-you-drive
park and ride
pedestrian zone
petrof

public transport
stuck in traffic
traffic jam

traffic fights

Transport

to affect
effect
affordable
government
note
change
paverent
policy

10 share
smart card
tax

General

153

Conierance

v
1

Gorens

Conference

Ao rves

.
e

l

Cenetal

{ la: Arranging a conference

* 1o arrange (a conference)

to hold (a conference)
1o ask for (a quotation)
to decide on (a budget)

' o finalise (details)
© to invite (delegzates)
- 1o make a [proposal)

" conference booking

conference centre
conference organiser
conference package
conference programme
conference room

access
accommaodation
to confirm
duration
location
projector
sutable
workshop

1 1b: At a conference

delegate
feedback

¢ guest speaker

report
SE55I0N

" venue

" brief

busy
exciting
hard

heated
heipful
intelligent
interesting
positive
productive
professional
rewarding
serous
useful
well-prepared

to last

. o perform
i target

Process

Ceneral

Quiality controt

Factory

General

| 3a: Production

| to bake

" 1o hox

|| to check

| to collect

i to coot

I' to despatch

| to divide

. tofeed
1o form

to mix

to weigh

to wrap

circutt

1o damage
dough
electronic
human
praduction line

ingredients
mechanical
oven
sensor
shape

tray

13b: Quality control

to analyse
analysis
to inspect
to reject
to sample

¢ capacity

finished goods
gO0ds N
packaging
sheff-life
supplier
warehouse

dernand
flavouring
hygiene
quality
quantity
scfi

taste
workforce

Essential vocabulary



insurance

General

Banking

General

|4a: Direct service providers

broker
claim
COTIMISSION
policy
premium

call centre
cornpettor
competition
direct provider
loan

morigage
operative
response
SUPEIVISOr

§4b: The banking sector

balance

bank account
bank statement
branch

current account
PIN number

sort code

to transfer money

o compete (with)
date of birth
Ernu (European monetary union)
to fil in {a form)
to follow (instructions)
to finance
IT (information technology)
merger
Millenmium Bug
PC (personal computer)
‘ postcode
redundancy
sector
to wam

Essential vocabulary

Delvery service

General

Gereral

I6a: Delivery services

I aircraft

i carrier
charge
delivery
document
electronic tracking
exXpress
netwark
package
parcel
shipment
vehicle

commitment
to rely on
urgent

I worldwide

16b: Trading

X WOrks
invoice
packing

' 1o quote
parts list
spare paris
specificalions

fair

receipt

skill

technically advanced

!

|

|

!

| . e

| availability
i

| to translate

TR

Hgr

&

7
[T

Wi 2 el gl

17a: Recruiting staff

appircation {formj
to apply (for)

o appoint
blue-collar worker
white-collar staff
clerical job

. currculum vitae (CV)

employment agency
external

internal

to fill (a vacancy)

to place (an advertisement)
position

to promote

to recruit
recruitment

to get rid of

to take on

vacancy

| 7b: Applying for a job

degree
experience
graduate

to graduate
higher education
marital status
nationality
permanent
temporary
qualifications

* bilingual
- gommunication skills

enthusiastic
keyboard skills
mctivated

honest

to lie

software package
weakness

words per minute (wpm)



Irregular verbs

become
begin
break
bring
build
buy
catch
come
cost
cut
drink
drive
eat
fall
feel
find
fty
forget
get
give
g0
grow
hear
hotd

keep

155

became
began
broke
brought
built
bought
caught
came
cost
cut
drank
drove
ate

fell

felt
found
fiew
forgot
got
gave
went
grew
heard
held

kept

become

begun

broken

brought

built
bought
caught
come
cost
cut
drunk
driven
eaten
fallen
felt
found

flown

forgotten

got
given
gone
grown
heard
held

kept

krnow
leave
lend
lose
rake
mean
meet
pay
read

rise

say
.see
sell
send
show
shut
sleep
speak
stand
take
tell
think
understand

win

write

-

knew
left

lent
lost
made
meant
met
paid
read
rose
said
saw
sold
sent
showed
shut
slept
spoke
stood
took
told
thought
understood
won

wrote

known
left
lent
lost
made
meant
met
paid
read
risen
said
seen
sold
sent
shown
shut
slept
spoken
stood
taken
told
thought
understood
won

written





