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* Student's Book class audio
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Frogress tests

{ Presentations with full lesson plans
Business documents
Student's Book answer key
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To the Teacher

The objective of . Business . is to help studenis learn two things: how to do business in English
and the language they need to do it. The new language and structures are presented in the Student's
Book whilst the eWorkbook provides language practice and extension.

Here is a summary of what you will find in each.
Student’s Book
The modules

The Student’s Book contains 48 modules in eight units. Each unit deals with a key sector of activity
in the business world. There are six different types of module:

These modules contain information and language for the topic area of each unit. The focus is on
understanding the topic and the general sense of the texts - don‘t worry too much about details such
as new vocabulary.

2 Vocabulary

These modules build on the important words and phrases associated with the topic and provide
thorough practice.

These modules help you practise the grammar in a communicative and meaningful way, in business
situations relating to the unit topic, Before you start, read the Refresh your memory box to remind
yourself of the key grammar points. Use the Grammar and practice section at the back of the book for
consolidation.

4 Speaking

These modules develop understanding and speaking skills in typical business situations. In these
modules, you build up a checklist of useful expressions to use in the speaking activities. The activities
themseives allow you to practise these expressions and your speaking skills in realistic situations with
other people,

These modules provide practice for the most important types of document you will need to write at
waork. You analyse a model text, focus on key language and use both as a basis for doing a writing
output activity.

6 Case study

The case studies provide an opportunity to apply all the language, skills and ideas you have worked
LA TIE GIRD They prgme thauip me L ge sl L N P O R R

business.

Internet
research

Every module includes an Internet research task to encourage you to explore the topic in more detail.
The tasks can be done before or after working on the module. Remember that to search for an exact
phrase, you may get more accurate results if you put quotation marks around it.
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Other features

In addition to the eight main units, the Student's Book contains the following:

Business fundamentals

This opening section introduces students to basic business principles and vocabulary. It provides
a solid foundation for them to build on in the course and will help them get the most out of all
components of . Business

Reviews

These units can be used in three ways: to consolidate students” work on the units, to catch up quickly
if they have missed a lesson, and to revise before tests or exams.

Additional material

This section contains all the extra materials students need to do pair- or group-work activities.

Grammar and practice
This section gives a useful summary of grammar rules with clear examples, and also provides further
practice of the essential grammar points in this level of the course.

Recordings
Full scripis of all the audio recordings are given, allowing students to study the audio dialogues
in detail.

Glossary

In each module, there is a short glossary of words students may not know. The definitions for these
are in the Glossary at the back ol the book. Words in red are high-frequency items, which students
should try to learn and use. The others, in black, are words they just need to understand.

eWorkbook

Business . . eWorkbook provides everything you would find in a printed workbook, as well as
extra multimedia resources. It is mainly intended for self-study or home study and contains material
to support and enhance the activities in the Student’s Book.

Language praciice
This section contains activities to consolidate the language presented in the Student's Book.
Students can practise grammar, vocabulary, listening, pronunciation, reading and writing.

Watch

This section contains a video clip and worksheet o accompany cach unit in the Student’s Book.
The video clips are episodes of a mini-drama that illustrate the communication and people skills in
each unit. The exercises allow students to practise the functional language in the video.

Tests
Students can test themselves at any point in the course using the eWorkbook, by setting either the
time or the number of questions. Their test scores are recorded for their reference.

Print and work
This section offers a pen-and-paper version of the activities in the Language practice section.
Students can also download the audio tracks required for these activities.

Grammar help
Students can refer to this section for helpful grammar rules and examples.

Word lists
This section contains the keywords and definitions from the Vocabulary modules in the
Student’s Book.

Dictionary

Use the Dictionary Tool to link to the Macmillan Dictionary online at
http://www.macmillandictionary.com.

Writing tips

This section provides explanations and exercises on aspects of writing, such as spelling, punctuation
and paragraphing.

Listen

This section contains all the audio recordings from the Student’s Book and eWorkbook, together with
the recording scripts. Students can download all the material in this section to a mobile device for
listening on the move.



Teacher’s Book

This Teacher's Book aims to make using Business . Student's Book easy. It
provides ideas for lead-in activities for each unit, for further practice and for extension
and personalization aclivities, as well as answers and recording scripts and additional,
photocopiable reading and speaking activities.

Subject background

Each unit begins with a page of background notes about the sector of activity in the business
world that is dealt with in the unit. These subject background notes contain lists of useful
websites that will provide you and/or your students with more in-depth knowledge and
information aboul the topic of each unit.

Teaching notes

The teaching notes for each module cantain the following:

- Classroom procedure and lask management notes.

- Ideas for lead-in activilies in the About business modules.

- Ideas for further praclice and extension activities.

- A full answer key for the exercises in the Student’s Book.

- Full recording scripls for all the listening activities.

- Suggestions on how and when (o use the Internet research tasks.
- Tips for tailoring activities to suil lower- or higher-level classes.

Answer key for Reviews and Grammar and practice

The full answer key for the Review sections can be found after every two units.

The full answer key for Grammar and practice is at the end of the teaching notes for the
Student's Book units on page 99.

Teacher’s Resource Disc

The Teacher’s Resource Disc provides a wide range of additional multimedia material to

support and enhance your lessons. For each unil you can find:

. a PowerPoint presentation that supplements the language and skills areas for each unit.

+ an entertaining video featuring the skills and language taught in the speaking module.
The video is supported by worksheets and teaching notes.

The Teacher’s Resource Disc also provides a wide range of tests, including unit-by-unit progress
tests and two review tesis, one afier Unit 4 and the second after Unit 8.

You can also find:

.« the Student’s Book audio, recording scripts and glossary.

- the answer key for the exercises in downloadable form.

« additional photocopiable reading and speaking activities which can be used for revision or
io fill out a lesson with a higher-level group.

Tips for using this book

Answers
The answers to all the module exercises are in a grey panel at the end of the teaching notes for
each exercise. Iterns thal are gapped/missing in the Student’s Book are underlined.

Teaching notes

Words, sentences and questions in italics are items that can be read out to the class. Expected
answers follow in brackets. For example:

‘Ask students to guess these words.’

This means the same as buying. (purchasing)

When you pay someone money for working, you give them this. (salary), etc.

Words, sentences and questions {n jfalics and underlined are items that can be written up on
the board. For example:

‘If studenis are unsure of the words, write them in two columns on the board under the
headings Adjectives and Nouns.’

LAdfeciioey NULidy
high height
wide width
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Intredudioen

Terminology

The following terms are used {requently and you may wish to remind students what they mean:

- Scan reading: to read something very quickly to get a general idea of its meaning or to
find particular information. It is not necessary to understand every word.

- Skim reading: to read something very quickly to find the main point or particular points.
As with scan reading, it is not necessary to understand each and every word.

- Listening for gist: to listen to something to get a general idea of whal it’s about without
focusing on specific information or language that's used.

- Brainstorming: to get lots of ideas from a group of students without stopping to evaluate
suggestions. The best ideas/suggestions can be discussed after the brainstorming session.
It's important to write up all suggestions however unusual they might seem.

We sincerely hope you will enjoy working with /. - Buginess ..c.
Good luck!

Pete Sharma
Paul Emmerson

/heBusiness 2 ©
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he Business fundamentals section introduces students to basic business principles and
vocabulary. It is designed to prepare students for the course and to provide a solid
foundation on which they can build as they make their way through the material,

The section begins by introducing students to ten key business activities and the business
sectors they fall into. This is followed by an overview of the common types of business
organization and a closer look at how a private limited company is organized. The next
section looks at profit, loss and breakeven, and reasons for these situations. It also aims to
provide students with a good understanding of the breakeven point. The final part focuses
on the format and content of a CV and cover letter, and students finish this section by

roleplaying interviews for internships.

Business activities

This section fucuses on common business activities, such as
advertising, manufacturing and IT. It also looks al business
seciors. The divisions of primary, secondary and tertiary
sectors are likely to be new terms [or some students. The
module also introduces some useful collocations for talking
about business aclivities, which studenls use to complete

a lext.

LEAD-IN ACTIVITY

Find out how much students know about the terms used
on this page. Write the [ollowing on the board and ask
students o tell you what they think they mean:

raw mgterials USP mongpoly B2B  supplier consumer

Discussion

EB Ask students to look at the ten pictures and, with a
pariner, speculate on each one. Elicit what they can see in
each picture, what’s happening and where the picture was
taken. You will need to input vocabulary as necessary, e.g.
production line, oil rig. Elicit [eedback. Then, ask students to
match the business activities in the box with the pictures. In
feedback, check students are pronouncing Lthe terms correctly.
You may need to work on word siress in the longer words,
such as adypertising and manufacturing.

1 health care
2 agriculture

3 manutfacturing
4 sofiware

5 mining

6 transpor

7 advertising

8 construction

9 oil and gas

10 ¢ivil engineering

Listening

O BT T .

secondary and tertiary. (They refer to the three main industrial
seclors in which companies operate’ primary production
involves mining, drilling for oil, farming, fishing, etc.;
secandary production involves using raw materials to make
or assemble products; tertiary produclion relates to Lransport,
health care, advertising and other commercial services that
support the production and distribution processes.) These
terms are also frequently used in education (e.g fertiary
education describes university-level courses).

Ask students to put the business activities into the correct
sector. If they have trouble wilh vocabulary, such as extracting,
see if they can guess the meaning of the word from context.
Paint out the Glossary in the margin, and tell students that if a
word appears in the box, they can look up the meaning at the
back of the Student’s Book. Play the recording so that students
can check their answers.

| ANSWERS: _ " . =3

primary sector:
secondary sector:
tertiary sector:
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RECORDING SCRIPT

2 101

... S0, we can divide all business activities into three sectors
In the primary sector, we find activities that extract raw
materials from the earth or from the oceans These are
businesses like agriculture, mining, and oil and gas. The
secondary sector covers activities like manufacturing,
construction and civil engineering - building roads and
bridges, for example. Finally, in the tertiary sector, we
have commercial services such as advertising, health care,
software and transport. Now, let'sgoto ...

FURTHER PRACTICE

Write some of the keywords from Exercises 1 and 2 on
the board, such as: gdvertising, agriculture, construction,
ete. Students work in pairs to wrile down a related word
which is a different part of speech. e.g. advert, advertise;
agricultural; construct. See if students can say what part
of speech each new word is, e.g verb, noun. adjective, etc.
Tell students that word formation is an important area

of language and that, when they record new words, they
should also record the part of speech.

Collocations
[Ed Remind students what a collocation is: a word
parinership. such as chief executive (noun + noun), aftend a
meeting (verb < noun), general meeting (adjective + noun).

. v ] :
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on the board. Students then create the vther collocations
Monitor as they are doing Lhis. Let students compare answers
in pairs before whole-class feedback. With stronger classes,
ask students if they can create additional collocations using
the verbs 1-8, e.g sell fo the US. provide support. (Nole: we
can also say face value (noun).)

| ANSWERS:| =Ty A

1 dj 2 a) 3 b) 4 5 f) 6 g) 7 h) g &}




Luriness yundementals

EN Before students look at the texl, check that they know the
following words: monopoly (see Glossary), B2B (a business
thal sells 10 another business), B2C (a business that sells to a
consumer). Ask students o look at the title of the text and say
what the main idea of the text might be (ihat every company
should have something thal makes il stand out from the
competition). Give an example of a USP, maybe something
like: Your pizza in 15 minutes, or your money back.

Do question 1 with the class as an example. Students then
work individually to complete the 1ext using the collocations
from Exercise 3. To check answers, ask different students 1o
read out their answers in complete sentences.

| ANSWERS:

1 make goods

2 provide services

3 buy from a supphe:
4 sell to a customer
5 add value

6 develop a market
7 make a profit

8 face competition

Discussion

IEX Divide the class into small groups. Ask students 1o write
down four important business activities in their countries. Ask
them to answer the questions for each one. When they have
finished, ask a student from each group 1o report back Lo the
class. {If you need lo give students an example ol an important
business activity, you could use the following set of answers:

1 software creation 2 IT and software 3 B2B and B2( 4 a lot
of soltware competitors 5 personalized mugs and T-shirts 6 it
works with specific clients to develop customized solutions.)

’( EXTENSION ACTIVITY

Students can continue their exploration of a business
activity which interests them by doing Internet research
and reporting back in the next lesson. They could search
for a particular type of business, plus the name of a region,
to see the kinds ol local business that exist within each
sector. Students can do this task for homework.

Business organization

This section focuses on different types of business, such as a
private limited company, a public limited company, a franchise
and a partnership. Students analyse an organizational chart for
a privale limited company, and listen to people talking about
their jobs.

LEAD-IN ACTIVITY

Remind studenis that there are different kinds of company
and give an example: Ltd (which stands for Limited and
refers to limited liability, i.e. a [orm of incorporation

that limits the amount of liability undertaken by the
company's shareholders). Brainsiorm the types of
business organization that students know and write them
on the board. When you have a list, see il students can
pive examples of companies for each type of business
organization.

Vocabulary
BB Ask students 1o read the descriptions of the five dilferent
types of business organization. Then ask them to match each
type to the correct picture. When students have finished, ask
them to look at the photos again and add one more example
for each, e.g. b) Pizza Hut, ¢) Asda, etc.

R

';i\f‘hla;“ 1 A ™, g _ g

1a) 2d) 3e 4¢) 5bh) -

A Ask students 1o look al the list of jobs in question 1 and
say which type of business organization they think it is (a
partnership). Ask: Can you think of any other businesses to add
here? (e.g. solicitors) Students conlinue matching the businesses
with the lypes of organization. Take whole-class feedback.

ANSWERS: =

1 a parthership

2 aprivate {imited company (Ltd)
3 & franchise

4 asole trader

5 a public limited company (plc)

IEl Ask students (o study the organizational chart. Check that
students know all the words, e.g. payroll (the list of people
who a company employs and pays), research (a detailed

study of something in order to discover new [acts, especially
in a university or scientific institution). When students have
completed the exercise, take whole-class feedback asking
individual students in turn to read out their answers.

ANSWERS:
1 a) Finance Director b) President ¢} Operations
Director
d) Marketing Director e} CEQ ) HR Director
g} 15 Director
2 a)R&D b} Sales ¢) Recruitment
) Payral! e) Markerqir ) T-aining

o e Petpacss [ XNV I o osappy it

Listening

EX & 1:02-1:05 Tell students they will hear four people
talking about their jobs. Draw a table on the board with three
headings: Department, fob/Duties, LikessDiglikes and four
rows. Tell students to read the three questions, Play the whole
recording and ask students to take notes. Complete the charl
on the board, either by eliciting answers from studenis, or

by asking students lo come up 1o the front and write their
answers.

TheLuriners 2.0
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[ANSWERS:

Michael 1R&D 2 product engineer: tests new products; finds
solutions to technical problems 3 yes, likes working in R&D;
irkes bus job

Jessie 1 Supply chain 2 purchasing: buys materials for
production 3 ne¢, the job is hard; there’s lots of stress

Pete 1 Accounts 2 accounts: checks that customers pay ther
bills, enters payments on computer; calls customers who
haven't pard 3 yes, customers are usually Friendly; it's a
good job

Kum 1 Sales 2 sales: calls customers; sells products 3 yes and
no she would prefer to work in marketing, but earns more
i sales

RECORDING SCRIPT

< 1:02-1:05

Speaker 1: Hi, I'm Michael. I'm a product engineer. | love
working in R&D. | test new products and find solutions to
technical problems. It's my dream job!

Speaker 2: Hello. My name’s Jessie. My jab is hard. There's
a lot of stress. | work in purchasing - it’s part of supply
chain. I'm responsible for buying the materials we need for
production.

speaker 3: Hi! I'm Pete. | work in accounts, and it's my job to
check that customers pay their bills. | receive payments and
1 enter the information on the computer. If customers don‘t
pay, | call them. They're usually very friendly so, yes, it's a
good job.

Speaker 4: Sorry, | don’t have much time to talk. I'm always
busy! I'm Kim and | work in sales. It's my job to call
customers and sell our products. I'd really like to work in
marketing, but the money's better in sales!

EXTENSION ACTIVITY

Ask students to answer gquestions 1-3 in Exercise 4 about
someone they know or about themselves, if they are in
work. Students write a few sentences then read out their
descriptions to the class. Encourage them to use phrases
like: ! work/She works in (sales). I'm/She’s responsible
Jor ..., elc.

FURTHER PRACTICE

Il students work in a company, this is a good time to ask
them (o draw an organizational chart lor their company.
They can do this on a [lip chart. If the class consists of
students from different companies, each student can briefly
present their company structure to the class. If students are
at university, they should work in small groups to list any
companies ihey have worked for, and identify what type

of companies they are, referring back to Exercise 1 il they
need {o.

This section looks at profit, loss and breakeven. Studenis read
a lext and complete a graph in order to identify the breakeven
point. In economics, the breakeven paint (or BEP) is Lhe
point at which a company's costs or expenses (the cost of
manufacturing, paying salaries, eic.) are equal to the revenue
it generates. Most companies do a breakeven analysis so ihat
they can judge whether a product or service is likely to make
a profit.

LEAD-IN ACTIVITY

Write Lhe words profit and loss on the board. Ask students
1o call out related words that are different parts of speech,
| and phrases containing these words. Write Lhem up on the
board, eg :

profit {oss
{to) make a profif {to) make a loss
rofitabl j {ose (verb)
unprofitabil i HOUN ral
profit and loss account (noun) somegne (phrase)
Discussion

ER 1n pairs, students match the ihree situations with the
graphs. Take whole-class feedback.

| ANSWERS BERSESFRSSS——
1 make 2 profit

2 break even
3 make a loss

I3 Ask students to match the reasons given with the three
situations in Exercise 1. Let studenis compare answers in pairs
belore ihey discuss other possible reasons for these situations.
Elicit their ideas in whole-class feedback.

ANSWERS/SUGGESTED'ANSWERS:

1 make a loss

2 break even

3 make a profit

Other reasons;

1 customers don't pay; tosts are higher than turnover; supply
chain problems

2 discounts are us big as margins

3 sales increase but costs do not; costs decrease; the company
has other income, e.g. from licences, investments, or sales
of assets like buildings or land

Reading
[EX Before starting, ask students to look at the photo and see
if they can guess the answer 1o question 1. Students read the
first paragraph of the article and then answer the questions.
Take brief whole-class feedback.
[ANSWERS:

1 Personalized USB flash drives

9 Ma b enlle s

thp ~ierrinee sad at weekands
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EX Ask students to read the remainder of the article and
follow the instructions 1o complete the graph When students
have answered the questions, take whole-class feedback and
ask individual students to explain how they calculaied each
answer.
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ANSWERS: ==
w 24.000 turnovel
£ 1E000 s
3 16000 Loste
9 11000 breakeven

£ {3000 point variable
2 10,000 /(05“
5 €000 ixeo
5 4000 costy
2,000

W0 200 300 400 500 600 Y00 BDO 500 1000
ANNUAL $ALES

1 a) and b) €6,000 (Eric has fixed costs of €500 per month, so
this figure is multiplied by 12 to reach the annual fixed cost
The fixed costs are the same if Eric sells no flash drives or
1,000 flash drives )

2 a) 0 (If Eric sells no ftlash drives, he has no turnover.)

b) €24,000 (Eric currently selis 500 flash drives a year and
his turnover is €12,000. if he sells 1,000 flash drives a year,
then his turnover doubles, so students multiply €12,000 by
2, giving €24,000.)

3 a) 0 (If Eric sells no flash drives, he has no variable costs.)
b) €12,000 (If Eric sells one piece, his COGS is €12, 5o {or
1.000 pieces, his COGS is €12,000.)

4 a) €6,000 (Eric’s fixed costs are the same every month: €500,
so that makes 6,000 per year, it he sells no flash drives.)
h) €18,000 {As his variable costs are €12 per piece, then
the €12,000 for 1,000 pieces, plus €6,000 fixed costs makes
€18.000.)

5 breakeven point

Vocabulary

I Divide the class into pairs and focus students on the
words in bold in the text in Exercise 3. Ask them to discuss
the meaning of the words and encourage them to use their
dictionaries to confirm their ideas. Deal with any problems
such as pronunciation and word stress.

FURTHER PRACTICE

Wrile the words in bold from the lexl in Exercise 3 on small
cards, ene word/phrase on each card. Ask students io take
a card at random and iry lo get the class to guess which
word or phrase is on the card. To do this, they can give a
definition or an example, but they cannol use the word on
the card. For example: make a loss = 'IU's the opposite of
make a profit.’

If students work in a company, ask them 1o use the target
words and phrases 1o make sentences about their company,
e.g. We have a turnover of about 100,000 euros. If students
are studying af university, ask them to speculate on what

is included in the university's overheads, e.g. cleaning,
lighting, healing, computer maintenance, salaries, elc.

CVs and cover letters

This section focuses on reading a cover leiler and preparing
a CV. Students [isten to an interview for an internship, then
roleplay a similar interview

LEAD-IN ACTIVITY

Ask students (o brainstorm the headings in a typical CV.
Ask them to think about the headings in their own CV.
Write all the headings they mention on the board. Then.
ask students to compare their ideas with the headings in
the CV on page 9 of the Student’s Book.

Reading and discussion

EB Ask students to read the list of four inlernships in the box
and check they know all the words, e.g. logistics (the activity
of Iransporting goods to customers or to places where they are
bought or sold), analyst (someone whose job is to carefully
examine g siluation in order to provide other people with
information about it), elc. Find out if one of the internships is
particularly attractive to any of the students, and why. Then
ask students to study Ben's CV in detail and decide which
internships Ben can apply for. Elicil reasons for their answers
in whole-class leedback.

SUGGESTED ANSWERS:} e e - =]

an administrative assistant with a muitinational oif company
This is an interesting opporiunity to gain experience in 2
multinational company. Ben can probably tind a permanent
job with good career opperiunities in a large organization like
this. He has some useful computer and language skills, as well
as some office and organizational experience.

a logistics administrator with an international cosmetrcs
manufacturer

Ben has no experience in logistics, but he knows the cosmetics
industry. He also has language skills and some organizational
experience An internship with an international company tan
be a good opportunity to find a permanent job in logistics or in
another department.

a technician in a cvil engineering company

Ben has some experience as a technician, but this opportunity
probably wouldn't be very useful for a future career in
international business.

a trainee analyst with the London Stock Exchange

Ben has no expenience in this area, although this positron
would be an interesting opportunity to learn more about
business finance, and to make contacts for fulure jobs in
international business.

EA Before starting, introduce the idea of a cover letler. Ask
students these queslions and wrile the answers up on the
board: Why do we write cover letters? (to accompany a CV
or job application); What do you put in a cover letter? (your
name, who you are, a summary of a couple of key points from

your CV, where you saw Lhe job advertisement, what you are

enclosing). If necessary, focus students on any new words,
e.g. gain, in the Glossary. Students read the letter and number
the topics in the box in the order they are mentioned.

1 edutalion 2 previous expenience 3 type of work requested
4 next step




Business fundamentals

Listening
[EX 2 1:06 Tell students they will hear a conversation
between Ben and Ms Finlay. Tell them to lock at Ben's CV
while they are lislening and note down the three things in the
work history and skills sections that Ben and Ms Finlay don’t
talk about. As a [ollow-up, ask students to listen again and
note down the questions that Ms Finlay asks Ben. If necessary.
write these on the board, with gaps for students to fill in.
During feedback, ask students: What do you think of Ms
Finlay's questions?

Volunteer work as a counsellor, good spokep and written
French, and a working knawledge of Microsofi™ Qffice are not
mentioned.

RECORDING SCRIPT

& 1:06

Ms Finlay: Now, Ben, you say you'd like to work for Rose Inc. to
gain experience.

Ben: That's right. | hope to work as an intern before finding a
permanent job.

F: Mm. And you already have some experience in our industry?

B: Yes, with L'Oréal in Paris. 1 was responsible for conducting an
online market survey.

F: Uh-huh. Do you have any experience of managing people?

B: Well, | managed a team of volunteers when [ was President
of the Salsa Society. We organized dances and competitions.

F: Right. Any other work experience?

B: Yes. | worked as a repair technician in the Czech Republic in
the summer holidays.

F: Ah, yes. So, do you have a working knowledge of the
language?

B: Yes. My Dad's from Prague.

F: Isee. That's interesting. We have a factory there. Do you
drive?

B: Yes, | hold a clean driving licence.

F: Good. 50, Ben, can [ contact you in Coventry?

B: Yes. My address, email and telephone numbers are all in my
CV, um, in my résumé.

F: All in your résumé. That’s perfect. Thank you, Ben.

12
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Writing and roleplay

[EN Ask students 1o rewrite the CV with their own personal
details. Encourage them to use the template on page 122, if
they wish.

Divide the class into Student As (interviewers) and Student Bs
{interviewees). Before starting, brainstorm some questions that
an interviewer would ask, such as: How much experience do
you have in this area? How do I contact you? Can I contact
your referees? eic. Ensure that all Student Bs give their CVs to
the interviewers, and give Student As lime to sludy the CVs.
Put students in pairs to roleplay a similar conversation o the
one they heard in Exercise 3. Monitor the roleplays and lake
notes on any good use of language, or any language mistakes
you want Lo focus on later. Give feedback at the end of the
activity. There are several ways ol doing this You could:

«  Write the mistakes on the board and have students group
the mistakes into categories such as: & = grammar {e.g.
wrong word order, wrong tense); V = vocabulary (e.g.
wrong word used), P = pronuncialion {e.g. wrong word
siress}, elc.

« Create a worksheel of mistakes and hand this oul 1o
students in the next lesson. In pairs, students identify and
correcl the mistakes.

FURTHER PRACTICE

For homework, students can wrile a cover letter to
accompany their CV. Give siudents the aption of applying
for one of the internships in Exercise 1, if it interests them,
or of rewriting one of them to make it more suitable for
them, e.g. choose a different city/company/job field. If they
write their cover letler on a computer, they can also doa
spell check. Finally, they can email the cover letter to you
to check and provide feedback.
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Galning experience

Digital resources for Unit 1

eWorkbook
Language practice:
interactive & printable
grammar, vocabulary,
listening & pronunciation
practice activities,

extra printable reading &
writing worksheets

Listen: Student’s Book audio,
language practice audio
Watch: video & video
worksheets

Tests: interactive muitiple-
choice test

Resources: word list,
grammar help & writing tips

Teacher's Resource Disc

Video: video & video
worksheets

Audio: Student's Book audio
Tests: progress test Unit 1
Resources: PowerPoint Unit 1,
business document Unit 1,
photocopiable worksheets,
Student’s Book answer key,
Student’s Book glossary

-

[Subject background

n internship is a period of time that a student spends inside a company in order to

get on-the-job work experience. Internships can be done after obtaining a degree

or part-way through a course of study. The experience gained on an internship is
helpful for getting a job or for completing one's studies. Internships sometimes come with a
small salary and can be part-time or full-time. The word ‘internship’ is used for white collar
{professional) careers. The word ‘apprenticeship’ is used for blue collar (manualftechnical)
careers. An apprenticeship combines practical on-the-job training with relevant study.

Students benefit from internships in many ways:

¢ They gain valuable work experience.

* They have an advantage in the job market.

* They may be able to continue working for the same company later.

* They can decide if this is the right career for them.

= They are llkely to gain confidence.

* They have real work experience t¢ put on their CV. This helps them stand out from
graduates who have no work experience at all.

A socially concerned company may offer internships as a way of contributing to the wider
education and training process in society. But companies also have an incentive to offer
internships because they can receive money from the state for doing so, and also because
they can cherrypick the best interns for positions inside their company. Most interns,
however, do not end up working for the same company at which they did their internship.

Useful websites

http://careers.guardian.co.ul/internships

{Constantly updated website with articles containing internship advice and best practice)
http:/iwww.internships.com

{Explore 'Your Next Internship’ and ‘Resources’ at the foot of the homepage)

s a person moves through their career, they are likely to come into contact with

people from different cultures. How do cultural differences relate to work and

business? Many academics and management consultants have developed theories
about this. Google the Hofstede mode! and the Trompenaars model to find out more,

In practical terms, cultural differences are likely to be expressed through attitudes to:

» the importance of personal relationships in business

* punctuality

* making decisions {e.g. quick versus slow decision-making)

« formality (e.g. the use of first names})

* the treatment of women

» taking the initiative {e.g. whether consultation with superlors is required)
¢ work-life balance, etc.

Students may want to discuss the above areas in relation to thelr own culture, although
comparison with other cultures might be difficult unless students have first-hand experience.

Training employees to develop their ability to be open-minded and tolerant of colleagues
from other cultures is a key area of personal development for international managers.
Training in this area may include raising awareness (e.g. of the do’s and don‘ts in specific
cultures), using case studies to look at successful and unsuccessful behaviour, and asking
participants to reflect on their own experiences.

In reality, intercultural skills come as much from direct personal experience as they do from
reading and training Most people have a natural ability to adapt their behaviour when
WOIKING i allger Lountry o in a mullicuitural team. Business peopie in parlicuiar, who
are task-oriented, tend to have good intercultural skills. The shared goal of doing business
together is a good reason to get along well on a personal level.

Useful websites

www.worldbusinessculture.com

www.crossculture.com

{Under ‘Services/Cross-Culture’, see The Lewis Mode/l of Cufture. You could show the
multimedia demonstration in class: httpi/www.crossculture.com/ricintro.html)

ThrBusiness 2
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1.1 ALCut busias

‘This module focuses on internships and working across
cultures. Becomning an inlern in a company is a common way
10 gain work experience, and this module looks at the idea of
doing this in another country. Working in a new culture is not
always easy and it can be common to experience culture shock
at the start of a period ol living and working abroad. Students
read an article about internships in China and listen to two
people Lalking aboul their experiences of doing an internship.

Internet research

A search for the keywords internships abroad will bring up
information aboul doing an internship in various countries.
This research could be done belore the lesson to help with
the discussion in Exercise 1, or alter the lesson as a follow-up
activily. As an extension, students could look for information
about doing an internship in a country which interests them.

LEAD-IN ACTIVITY

Before siarting the unit and the course, you may want Lo
do an ice-breaking warm-up activity. This is important to
help develop the dynamic of the group, and to listen 1o the
students in order to get an idea of their communicative
level. One way is to ask students 1o interview each other
in pairs. Provide some appropriate topic headers, such as:
favourite subject. free-time activities, countries visited,
career plans. 1[ students are in work, then this is a good
opportunily to find out details of their employer and job
responsibilities. Each student takes one topic, inlerviews
everyone in Lheir group and reporls back to the class.
Take noles so that, at a later point, you can give students
feedback on their strengths and the areas they need to
work on.

Discussion

B} Belore starting the discussion, write the following words
on the board: intern, internship. Find oul which of your
students have experience of doing an internship. Briefly, elicit
whether their experience was positive or negative. Divide the
class into pairs or small groups in order Lo have the discussion.
Monitor the discussions. Take noles on any serious language
mistakes and go through these at the end of the activity or

the lesson.

Reading for gist

A Before iooking at the article, focus students on the picture
at the foot of page 11: a modern, industrial cily in China.

Find out what students know about China. Ask some of these
questions, as appropriate: Has anyone been to China? (and
find out about their experiences Lhere), Would you like to visit
China? Why? 7 Why not?; What do you know about China?;
How is China changing?

Explain to students what reading for ‘gist’ is - reading quickly
10 gel an approximate idea of what (he test is about Ask
students Lo read the NIst thilee paragrapls lor glst and answer
the question

SUGGESTED ANSWER: i i

It's a good idea because there are lots of opportunities 1o
acquire experience, as China is the second biggest economy
in the world. It offers the chance to learn a new language
and to experience living and working in a ditferent culture.
Companies are very interested in candidates who have this
type of experience

Reading for detail

[EX Students read the first three paragraphs apain, but this

time carefully. Check that they know the following words: grade
{the level you reach in an exam, as in Grade A, Grade B, elc.),
acquire (1o oblain, e.g. experience), uncertainty (a [eeling of

not being sure about something). You will need to check that
students know whal the CBI, the Confederation of British
Industry, is. This is a lobbying organization which represents
businesses, trying to promote conditions in which they can grow.
When checking answers in whole-class feedback, encourage
students to explain where in the article they found them.

A Al GRS

1b) 2b) 3¢ 4a)

B Ask students to read the four questions first, and predict
the answers o questions 2-4. Elicit students’ ideas. Encourage
them to make notes as they read the last three paragraphs.
Elicit students’ answers, asking them to tell you what they
think about some of the ideas in the text. Ask: Are ‘experience
and skills' more important than grades? Would it be difficult
to live and work in China?

1 She works for an agency that sends students to work in
multinational firms in Beijing.

2 Intercultural sensitivity, managing uncertainty, adjusting
communication style, and the ability to build relationships
with people from different cultures are all essential.

3 In Asia, they prefer to take more time to make a decision
rather than rushing and making the wrong one.

4 Itis important to respect and be very diplomatic with your
boss. Team spirit is very important: co-workers eat lunch
together and go out together atter work.

Listening for gist

B & 1:07-1:08 Tell students they will hear about the
experience of two inlerns and they should decide how happy
each of them is aboul their experience. Encourage students to
note down any words or phrases which helped them decide. Take
whole-class [eedback and elicit the reasons for their answers.

Speaker 1: No, she isn't happy.
Speaker 2: Yes, he is.

RECORDING SCRIPT
& 107

Lena: | really want to work in the film industry, but with just
a degree, it's impossible to get a job. So my parents paid
an agency nearly ten thousand dollars to arrange this
tnternship in a film studio. Yes, ten thousand dollars!
So, here | am in Hollywood, and do you know how |
demonstrate my ability to adapt to a different culture?
| make coffee and cook burgers for the film crew! Well, |
suppose it's good for team spirit, but I'm not learning about
managing uncertainty or how to build relationshipst | live in
a terrible, cheap hotel and | don't even get paid! | call the
aldefity evely wetk, Dut Uiy sday 1> it Oluy Job dvdildbic
in the film industry. Making coffee and cooking burgers is
show business? | don‘t think so!




& 1:08

Jamie: [ have a degree in economics. To get a good job, | need
to acquire some professional experience, so | found this
internship here in Brazil with an agency. It was expensive -
about five thousand dollars - but they organized everything
for me; my visa, my fight, an apartment near the beach,
language lessons ...
1 work for an international firm of consultants. Cultural
values are different here, so I'm learning a lot about
intercultural sensitivity. For example, it's very important to
adjust my communication to the local style - Brazilians are
informal and direct. The company pays me a small salary,
and maybe | can get a permanent job at the end of my
internship S, yes, I'm very satisfied. Like they say at the
agency, it's an investment in my future.

Listening for detail

| 6 | « 1:07-1:0€ Belore playing the recording again, you
may wish 1o check some of the vocabulary, e g. team spirit

(a positive feeling experienced by groups of people who work
iogether). Ask students (o work individually. When they have
finished, (ake whole-class feedback. Ask students to tel] you
which of the internships they think is better and why.

Lena Jamie
1 Where is the Hollywood, Brazil
internship? California
2 What type of film studio international firm
business do they of consultants
work in?
3 Where do they in a cheap in an apartment
live? hotel near the beach
4 Are they paid for no yes
their work?
Discussion

A Give siudenis a few moments to think about their own
answers {0 the discussion questions. Then, divide the class into
groups of three or four and ask them to discuss the questions.
Monitor and note down any good language students use, and
any serious mistakes. Finish the lesson by giving feedback
where necessary.

EXTENSION ACTIVITY N

Ask students to research details of a specific internship
which is interesting and relevant for them. They can reporl
back Lo the class on this. Allernatively, they can do the
same activily for a country they would like to visit, and
report on cultural information which a visitor needs 1o

Lknow in order to integrate successfully.

1.2 Vocabl ary:

This module focuses on saying numbers and the letters of the
alphabel Students often continue (o have problems saying
numbers, especially complex numbers, even when they have
reached a more advanced level, so review is important.
Spelling is an important skill when diclating names in a phene
call, for example, The module also practises telling the time,
giving dates and exchanging personal details.

Internet research

A search for the keywords key historical dates will bring up
some interesting historical dates. 1deally, this research should
be done for homework, and then you could start the next
lesson with a quiz.

LEAD-IN ACTIVITY

Ask students: Do you think you are good at numbers? Did
you enjoy or hate maths at school? Encourage students 1o
give reasons for their answers.

Numbers

B Before starting this activity, give students a quick, fun example
of counting together. For example, ask the class to count to 50 in
fives (5, 10, 15, etc.). Then divide the class into small groups o do
this exercise. Monitor the groups and give [eedback as appropriale.

ER & 1:09 Give students a few moments Lo practise saying the
numbers individually and then in pairs. Monitor and find out if
there are any problematic areas For example, the position of the
word and is often problematic with longer numbers, as in: seven
thousand, seven hundred and seventy-seven. Also, there are

two possible ways of saying 1,500. Play the recording, pausing as
required, so that students have time to repeal any tricky numbers.

RECORDING SCRIPT

< 1:09

ninety-nine

one hundred and one

one thousand

one thousand five hundred or fifteen hundred

seven thousand, seven hundred and seventy-seven
eighty-eight thousand, eight hundred and eighty-eight
one hundred thousand

nine hundred thousand, nine hundred and ninety-nine
one million

three point five million

two point five billion

two point five seven five

a hundred and ten dollars

fifteen euros ninety-nine

EXTENSION ACTIVITY

For extra practice in saying longer, more complex numbers, ask
students to write a list of five to ten Jong numbers, and exchange
their list with a partner. who practises saying these numbers.

Listening

El 2 1:10 Tell students that they will hear three people
playing a secret number game and they have to work out and
explain the rules. Play the recording. Elicit students’ answers.
Then, divide the class into small groups to play the game. With
lower-level classes, do a whole-class trial round of the game
first, where you help as necessary.

7 he Buginess 2.0
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1.2 Vocabulary

ANSWER:

You have to think of a secret number between one and one
miliion. The other players guess a number and you have to say
whether your secret number is higher or lower than the guess.
Continue until they guess the correct numbes.

RECORDING SCRIPT

< 1:10

A: OK, I'll go first. So, | have to think of a secret number
between one and one million. Is that right?

B and C: Yes, that's right.

. QK, I'm ready.

. All right, | guess one hundred thousand.

. Too high.

: Er, one thousand?

: Too high.

Oh!

; Five hundred.

. Too low.

: Aha! Eight hundred and fifty.

: Too low.

: Hm. Nine hundred?

: Too high.

. Eight hundred and eighty-five.

: Too low.

Eight hundred and ninety-six.

Too low.

. Eight hundred and ninety-nine?

+ Yes, well done.

Yeah!

NPFPAPITerNP@dENREINEMNPD0DR

Pronunciation and spelling

N & 1:11 Before doing the exercise, ask students to spell
their name in English as quickly as they can. Explain that this
diagram is very useful in order to remember the sounds of the
letters. Let siudents work in groups to complete the table. Play
the recording so that they can check their answers.

vl 1 v al ED w a
A H, B, C, F L LY 0 qQu, R
LK D, E, M, w
G.F N, 5.
TV, X Z
4 {UK)
(Us)
RECORDING SCRIPT
<& 1:11
el A H K
] B,CDEGPTV
‘el FLM, NS X 2
‘a1 Y
‘au (o]
7] QU w
a’ R

il Do this as a whole-class aclivity, with students shouting
out the correct answer. As a way of practising some of these,
ask students Lo diclate a website URL and an email address
to a partner and see which symbols they used. Note: Students
can find the hash key on the keypad of their mobile phones.

3 {forward) slash 4 underscore
6 hash

1at 2 colon
5 backslash

I3 Divide the class into pairs to do this exercise. Students
will probably know that URL means web address; it stands for
Uniform Research Locator. Note: the # is used on Twilter to
show that the tweel is aboul a certain Lopic (#business) so that
other Twilter users can search for all tweels about Lhis topic.

Time

A Before gelting students 1o complete this exercise, you may
wish to clarify the dilference between analegue and digital in
this context ‘Analogue’ relers here Lo telling the time using
phrases like ten past and guarter past, whereas ‘digital’ uses
only numbers, such as 12.15 (twelve fifteen). Students compare
their answers in pairs and then match the analogue and digital
times. Check answers in whole-class feedback.

ANSWERS: 50 . . % 1.

1A D 3A 4A 5D BA 7D BD 9D 10A
11D 12A 13A 14A 15D 16D
1,7 2,10 3,16 4,8 512 6,15 9.4 711,13

Bl Ask students to work in the same pairs. Students ask and
answer questions about their routines and practise the time.
Monilor the activity and give instant [eedback on any mistakes

Dates

IEB Ask students to check the information box before starting
this exercise. Students can praclise saying the dates o a partner.
Monitor the activity and help if necessary. If students need further
practice, ask them Lo tell each other when their birthdays are.

Ed You can make this exercise into a light-hearted
competition. Award one point for each correct answer with
an extra point for the fastest group o finish.

3 August, 1492

11 March, 2011

9 November, 1989
21 July, 1969

22 January, 1901
11 February, 1990
4 July, 1776

1 January, 1999

00~ o b WM

Listening

EEl & 1:12 Divide the class into Student As and Student Bs. Tell
students they will hear two students registering for a course. Ask
Student As to complele Jen's details and Student Bs to complete
Mo's details. With lower-level students, play the recording twice.
The second lime, pause afler each piece of information to give
students time to write in their answers, Take whole-class feedback.

Jen Mo
Name Jennifer Mohammad
) Oxenbury Qureshl
Date of hirth 15 April, 1994 28 December,
1993
1 AYEn- e~ AT AAREEG
Koom number A308 214
Course reference | ASS67/GL LEA43/JH
Start date 1 July 30 June
Start time 6.30pm 8.45am
Instructor Professor Dr Higgs
Lockhart
Cost $545 $455
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RECORDING SCRIPY

<o 112

Receptionist: Hello.

Mo: Hi.

len: Hello. We'd like to register, please.

R: Certainly. Can I have your names, please?

I Yes, I'm Jennifer Oxenbury and this is Mo Qureshi. Sorry, |
mean Mohammad Qureshi!

. Can you spell those, please?

Yes, of course J-E-double N-I-F-E-R, O-X-E-N-B-U-R-Y.

. Thank you, and it’s .7

: Mohammad, that's M-O-H-A-double M-A-D.

: Sorry, was that M-E-D or M-A-D at the end?

: Double M-A-D.
0oK?

T Qureshi. Q-U-R-E-5-H-I.

© Thank you. Now; 1 just need your dates of birth and passport

numbers, please.

Really? OK, mine's the fifteenth of April 1994.

And mine’s the twenty-eighth of December 1993.

Thank you. And your passport number, Mr Qureshi?

Just a second. Ah, here it is. 08-JG...

That's ] for Juliet and G far Golf, right?

Right. 08-JG-double 4-double 6-69.

And mine is 07-E1-98-45-02.

Thanks. Sorry about that. New security regulations! So, here

are your keys. Miss Oxenbury, you're in A309. That’s on the

third floor.

Thank you.

R: And Mr Qureshi, you're in E214, that’s in the new building

over there, on the second floor.

M: Thanks.

: Your course reference numbers are on your badges.
Miss Oxenbury, you're doing the Assertiveness course, aren't
you? That's ASS67/GL. And Mr Qureshi, Leadership Skills,
that's LEA43/JH. Your course starts tomorrow, Mr Qureshi -
that's June 30th - and it's at B.45 with Dr Higgs.

B -

PETIZRPIRIIT

—

x

M: OK, June 30th, quarter to nine, with Dr ...?

R: Higgs. H-I-double G-S. She's very nice!

M: Thanks.

J: And | start the day after tomorrow ... at the same time?

R: Um, Assertiveness ... Yes, July 1st . Oh, you start at 6.30

J: 6.30am?

R: No, half past six in the evening. It's a [ate class, 6.30 to
10.30pm.

I. Qh.

R: Yes. But you're lucky. You're with Professor Lockhart. He's great!

J: Oh, good. Is that L-O-C-K-H-A-R-T?

R: Yes!

). Great!

R: All right, then. So, for you Mr Qureshi, that's $455, and for

Miss Oxenbury, it's $545. How would you like to pay?

EFd Divide the class into pairs to complete the activity.
Monitor the exchange and provide feedback as necessary.

EXTENSION ACTIVITY

Ask students o write down five numbers which are
| important to them. Divide the class into pairs and ask them
' to explain the cienificance of the nombers to a parirer

This module focuses on the present simple lense. Students
ofien over-use Lhe present continuous tense, inslead of using
the present simple, e.g. I'm [iving in Spain instead of [ live in
Spain. The module also practises adverbs of frequency and
preposilions of time.

Internet research

A search lor the keywords national sterenfypes may bring up some
sites containing inappropriate or rude information, and students
will need 10 be careful to ignore these and focus on looking for
useful or amusing information. This research could be done before
the lesson as a lead-in to the topic, or afier Exercise 4.

Discussion

Belore starling the discussion, write the word steregtype
on the board. Ask students to provide a definition Point out
that cultural identity is a sensitive topic. Thinking that all
people are like a certain siereotype can be dangerous, the
danger being in the words: Al are ... However, within each
stereotype. there is probably an element of truth

Divide the class intw small groups Lo discuss the photos. i
appropriate, ask: Do you know about any other stereotypes?
Do you know any commaon stereotypes of your own
nationality? It is usually harder (o look at one’s own culture,
since you are pari of it and you may therefore be unaware of
how you are seen by other people.

SUGGESTED ANSVIERS:|

The Chinese ride their bicycles a loveverywhere.

British people enjoy drinking tea’enjoy afternoon tea.

There are a lot of sheep in New Zealand./l.ots of sheep live in
New Zealand

Americans eat a lot of burgers./Americans enjoy eating fast
{ood.

Present simple

[FX Start by reading through the Present simple section

of the Refresh your memory box. Il students seem unsure
of the present simple or would like some [urther practice,
wurk through some or all of Exercises 1-6 in the Grammar
and practice section (pages 124-125 in the Student’s Book,
answers on page 99 in this book).

Write a list of the countries mentioned in the exercise on

\he board: Britain, USA, Ching, Brazil, ltaly, New Zealand,
Germany, Russia, and sce if students are aware of any stereo-
types from these places. They can then check their own ideas
with the examples in the exercise. Take whole-class feedback.

 ANSWERS: D -

2eats 3dride 4plays 5talk 6live 7drive 8 wears

N Divide the class into pairs to discuss whether they think
these stereotypes are true or not. Read out the example
auestion and answer with one student as a model When thev
Lave Haished, cloll IvedDden 0 vacd seiticilee o Ld Gl
what level of agreement students had about the stereotypes.
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1.3 Lramnaal

¥ Read vut the first question. Ask sludents which words
they think will be stressed in the response, and then read out
the answer. Students continue the exercise in pairs. Monitor
the activity and provide help and feedback wilh word stress
and intonation patierns, as necessary, When students have
completed the exercise, ask them il they agree with the
responses, based on their own experience of travelling to any
of the countries mentioned.

| ANSWERS: o

2 HNo, they don't shake hands every morning. They just say
‘Good morning'.

3 Mo, they don’t wear casual tlothes to the office They wear
business clothes.

4 Ng, you don't disagree with a Chinese colieague in pubtic
You only disagree in a private conversation

5 No, he doesnt call senior colieagues by their first name.
He uses their Utle and surname.

6 No, you don't receive anytlung in your left hand or point
your finger; you use your nght hand and pownt your thumb.

Adverbs of frequency

[EJ Start by reading the Adverbs of frequency section in the
Refresh your memory box. If students seem unsure of how to
use adverbs of frequency or would like some further practice,
work through some or all of Exercises 7-10 in the Grammar
and practice section (page 125 in the Student's Book, answers
on page 99 in this book).

Before doing this exercise, ask students o Jook at the table.
Check they know the expression fo set a good example (where
someone does something in a good way, so others can copy
this behaviour). If necessary, remind students of the position
of adverbs of frequency with the present simple, using the [irst
answer as an example.

Ty

~ P
8 =i

Francesca, because she rarely makes mistakes.

3 Tina, because she nearly always encourages her team.
Tina and Miroslay, because they nearly always help their
colleagues.

Tina, because she always sets a good example.

Tina and Miroslav, because they usually share information.
Mirosiav, because he usually finds solutions.

Erancesca, because she never goes on holiday.

F

o~ oy

A Give students a few minutes to ask further questions.
Monitor the activity and offer support as necessary. Listen out
for the correct usage of present simple positive and negative
forms (e.g. is/isn't; goes/doesn't go; elc.) and the positioning
of adverbs of frequency in sentences. Provide feedback as
required.

Ed & 1:13-1:15 Give students a few minutes to study the
chart. Ask questions to elicil students’ predictions, e.g. In
which European country do you think people watch TV the
most/least? Ask about the different activities shown in the
chart. Play the recording and pause if necessary for students to
compleie the information.

[ts ~tyrald e imie o o By = ity
recording Elicit studenls’ reactions (o the highest and lowest
scoring countries in each category. Ask: Are you surprised? In
addition, students can speculate on the situation in their own
country.

1 EU average 27%, Bulgaria 5%, Holland 65%
2 EU average 19%, Denmark 74%, ltaly 3%
3 EU average 9%, Italy 3%, Luxembourg 71%

|
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RECORDING 5CRIPT

- 1:13

Presenter: So, how often do we Europeans travel abroad?

lournalist: Well, it depends. A lot of us often go abroad. On
average, 27% of Europeans visit another country once a
year, mostly in the summer.

A: But not everybody, right?

No. In Bulgaria, only 5% of people go abroad.

A: Only 5% of Bulgarians go abroad? Wow! And which country
travels most?

). Oh, the Netherlands. 65% of Dutch people leave Holland.
They travel once or twice a year.

S

- 1:14

Presenter: What about watching TV in a foreign language?
How often do we watch a foreign film?

Journalist: Well, nearly always in Denmark! 74% of Danes
watch foreign language TV or films.

P. Wow! Well done, Denmark! 74%! And when do they do
that?

). All the time! At the weekend, on weekdays, in the

evening ...

QK, and on average?

On average, 19% of Europeans watch foreign TV.

And which countries don’t?

Well, Italy. Only 3% of Italians watch films in another

language.

P: Only 3%? Oh, really?

< 115

Journalist: Finally, reading a newspaper in a foreign language.
On average, 9% of Europeans read a foreign newspaper.

Presenter: Hm. 9% ... that's not much.

J: Well, 'm afraid only 3% of ltalians read a foreign
newspaper.

P: Prabably the same ones who watch foreign films!

Perhaps!

P: Come on, ltaly, you can do better! Just once every six
months, or once a quarter?

J: Butin Luxembourg, 71% of people read a foreign
newspaper.

P. Excellent! 71%! Way to go, Luxembourg!

—

Prepositions of time

Il & 1:13-1:15 Start by reading the Prepositions of time
section in the Refresh your memory box If students seem
unsure of how (o use prepositions of time or would like some
further practice, do Exercise 11 in the Grammar and practice
section (page 125 in the Student’s Book, answers on page

99 in this book). Play the recording again, pausing to give
studenis lime o write in their answers. Briefly check answers
as a class.

ANSWERS: 0

1often 2once; twite 3 At on;in 4 every; quarter

IEB Ask studenis to study the questionnaire on page 114 and
write their own questions at the end. While sludenis interview
their classmates, monitor the activity and take notes on any

good use of targel language and any errors you wish to correct.
eoweidy Ay

EXTENSION ACTIVITY

Revisit the lable in Exercise 5 and ask students to add
their own name. They should self-evaluate and add an
appropriate adverb of frequency about each skill. Students
then interview each other in pairs and tell each other their
strengths and weaknesses.




24 Speaking

This module focuses on expressions for meeting people.
Socializing, or networking, is an imporlani skill to develop in
the business world. It is not easy, as some people are naturally
shy, and socializing in a second language creates additional
pressure. The module also covers expressions for making
conversation in general and at a business conlerence.

On the Teacher's Resource Disc, you will find more related
practice malerial, including a video (with worksheets) featuring
an example situation for students Lo analyse and discuss.

Internet research

A search for the keywords oz to make conversation will
bring up information aboul successful networking in the
business world. This research could be done belore the lesson
as a general lead-in lo the topic, or after the lesson as a follow-
up activity.

Discussion

[ED Before starting this exercise, brainstorm common question
words, such as: What, When, Why, Where, How, Hotw niuch,
elc. Remind students that question words in English have a
specific patlern, such as: When do you ...? When does he .. ?,
etc. When students have completed the exercise, check
answers and practise the inlonation patiern for each one by
asking diflerent students to read out the questions.

awswems:

lare 2do 3ls 4Do 5Do 6Do 7Arc Bis
9do 101Is

3 Divide the class into pairs to discuss the question. In
whole-class [eedback, elicil their ideas and encourage further
discussion.

[ANSWERS: = VR SRR
Students’ own answers. Note: It is not appropriate in many
cultures to ask questions about salaries or religion.

Listening

El & 1:16-1:19 Ask studenls to look at the photo at the
lop ol the page and guess where the people are (e.g. al a
conlerence). Ask students: Do you ever go, or have you ever
been, to a conference in your field of interest? If so, is/was it
difficult to meet new people?

Tell students they will hear four conversations at a conference.
Ask them o read the questions. Play the recording and pause
between each of the conversations. Encourage students to
lake notes. Take whole-class feedhack and play the recordings
again il necessary.

— e
 ANSWERS: — = |
Conversation 1

1 O b P L i . ¥ LI 1

i w. ey L} kJ & 0 J
Conversation 2
1 At conference reception 2 Yes 3 Alan works for Merck,

for the moment

Canversation 3

1 At the coffee machine/coftee shop/cafe 2 No 3 Silke
works for GSK in London, in R&D

Conversation 4

T Inthe restaurant 2 Yes 3 Alan works in France but he
wants to move to London.

RECORDING SCRIPT
< 1:16
Greg: Excuse me. Is this seat free?
Silke: Yes, of course.
. Thanks. The weather's terrible, isn‘t it?
Yes, it's really cold for May!
Mm. Are you here for the conference?
Yes. You too?
Yes. My name’s Greg. Greg Baird. I'm with Sanofi
Silke Werner, with GSK.
Pleased to meet you, Silke.
Pleased to meet you, too.

& 117

Greg: Hi. I'm Greg Baird, with Sanofi.

Receptionist: Welcome 1o the conference, Mr Baird. Here's your
badge.

G: Thanks,

Alan: Hi, Greg!

. Alan, great 1o see you!

Good to see you, too, Greg. How are you doing?

I'm good, thanks. And you? Still with Merck, I see?

Yes, for the moment anyway. Listen, talking of jobs, do you

have time for a cup of coffee? | want to ask you a favour ...

- 1:18

Greg: Mm, it’s good coffee! OK, Alan. I'll do my best. Oh, hi,
Silke. Alan, do you know Silke Werner?

Alan: No, [ don't think so.

G: Silke, this is Alan Banks, an old friend from Merck.

Silke: Nice to meet you.

Nice to meet you, toc. Do you work with Greg?

No, we met on the shuttle bus. I'm with GSK in London.

London? Really?

Yes. | work in R&D.

Go on. Do tell me more!

Silke, Alan, do excuse me. | really must take my bags up to

my room.

A: OK. See you later.

< 1119

Alan: More bread?

Silke: No, thanks. I'm fine.

A: 50, now I'min France, in Lyon.

S: Uh-huh?

A: Yes. Nice town ... good rugby team ... but it's quite far from

home.

| see.

A: That's why I'd really like to move to London, But, enough
about me, Let’s talk about you. Is this your first visit to
Serbia?

S Yes, itis, actually.

A: Me too. | love visiting new countries and meeting new

peaple, don't you?

Yes, it's always good to see new places.

A. By the way, there’s a tour of the old town this evening.
Are you interested in coming?

5. Sorry, no. | have a meeting this evening. Anyway, Afan,
I really must make some phone calls, so ...

A: Oh, OK. Well, it was nice talking to you.

Yes. See you later.

apwpvr >0z 0 vavawawo
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1.4 Speaking

E3 & 1:16-1:19 Elicit the {irst answer with the whole class
as an example. Students complete the expressions in the
checklist in pairs. Play the recordings again [or students Lo
check their answers, pausing as necessary. Draw students’
altention to word stress, e.p. in conference, and intonation
pallerns, e.g. in Nice fo meet you, too. Model these and ask
students lo copy the patiern, exapgerating where necessary

[ANSWERS: :
Meeting people

I this seat free?

Are you here for the ronference?
I'm with (company).

Pleased/Nice to meet you.
Pleased/Nice to meet you, too.
Alan, great to see youl

Goad to see you, 190!

Silke, this is Alan Banks.

Keeping the conversation going
London? Really?

Do tell me maore!

Changing the subject

Listen, talking of ...

Enough about ... let's talk ahout .
By the way, ...

Finishing a conversation

Do excuse me. | really must ...

(It was) nice talking to you.

See you later.

Making conversation

IE When students have completed the exercise, pul them
into pairs to check their answers with a partner Take whole-
class feedback and encourage students to explain why some
options are unsuitable. For example, in situation 5 b), the
listener thinks the question is What are you doing? and not
How are you doing?

ANSWERS:| ' '

Unsuitable options: 1b) 2a) 3b) 4¢) 5b) 6b) 7a) &g

Ordering and speaking

¥ and [ Match question 1 with the correct response.

Do this as an example with the whole class. Then divide the
class into pairs to do Exercise 6. When students have finished,
check answers quickly as a class. To do the ordering activity in
Exercise 7, type the sentences onto separate strips ol card and
make a copy of the cards for each pair Students work together
to rearrange the sentences. When students have put the
conversation in the correct order, they practise reading it oul.

foelasiilass ¥

| ANSWERS: = I
Exercise b

10 2f)3a)4g) 5d) 6b) 7e)

Exercise 7

. Is this your first visit to Greece?

* No, 1ive here. On one of the islands, actually

: Oh, reafly? Lucky you! What do you do?

: I'm a hotel manager What about you? What secter do you
work in?

: I'm in the holiday biusiness too, actually I'm a travel agent.

. Uh-huh. And where are you from?

: I'm from ireland, actuatly. But | work in London now.

: Well, welcome to Greece. Where are you staying?

: We're at the Mercure Hotel. My husband is here with me,

. That’s nice. Do you have children?

: Yes, two. But they're at home with their grandparents. And
you? Are you a family man?

B: Me? No! I'm single.

: 1 see, By the way, can you recammend a good restaurant in
town?

B: Sure. if you like f1shi, the Marina is very good. | love Greek

food, don’l you?

PED>T P ®D o PP

>

Roleplay

I3 Belore starting this exercise, ask students to study the
conversation in Exercise 7 and notice how it develops: alter
answering a question, a speaker often asks another one. This
helps the conversation to flow and is an important aspect of
socializing.

Give students a few minutes 1o study the chart. Divide the
class into groups of three: A, B and C. While students have
their conversations, monitor the activity but don't intervene.
Take notes on any good points you observe, and give feedback
where needed.

EX Ask students to turn to page 121 to complete the
questionnaire. Then ask them to stand up and socialize.
Encourage them 1o iry o ‘meet’ several people during the
activity. You can set an alarm to ring every couple of minutes
and tell students they should change partners every Lime they
hear this. Monitor the activity and take notes on any good
examples of socializing, or any areas you wish {o comment on.

EXTENSION ACTIVITY

Ask students to rewrile the conversation in Exercise 7 (o
maich a situation that is relevant and meaningful to them,
such as a holiday they went on recently. Point oul that they
should include phrases which move the conversation along.
Finish the activity by asking pairs of students to read out
their conversation Lo the class.

FURTHER PRACTICE

This is a good time to discuss with students how they
record new vocabulary. Divide them inlo groups and

ask them to compare any systems they use, e.g. lexical
notebook, mobile phone, index cards. You can round

this off with a shorl quiz reviewing some of the words in
e unld su fal Lo see U sludenls can reielnbel e, g,
What's the opposite of digital? (analogue), What's the noun
from intern? (internship), eic.




5 ;5 Writing

This module focuses on inferring meaning This is a difficult
skill in your [irst as well as your second language, since it is
easy to misinterpret what someone says, or what someone
omits. It is also a difficult skill to develop in emails, where
there is scope for misundersianding. The module also covers
hellos, goodbyes and introductions, and writing informal
emails.

internet research

A search lor the keywords email etiquette tips will bring up 2
large number of websites, all offering advice on good practice.
Students should scan some of these and select their own
favourite tips. This research could be done before the lesson as
a general Jead-in to the topic, or after the lesson as a lollow-up
activity.

LEAD-IN ACTIVITY

Ask students (o exchange email addresses with someone
else in the group. Use this as a chance [or students (o
revise any related language from module 1.2, such as the
@ symbol, the underscore and using the word ‘dot’.

Discussion

[ER Before starting the discussion, do a quick show of hands
to find out who needs Lo send emails in English. If nobody
needs lo do this in English, ask: What kind of emails do you
send in your own language - formal or informal? Who do you
send them to? What are they about? Tell students they will be
focusing on emails in this unit.

Divide the class into small groups and monitor their discussion
of the questions. Typical problems students have with email
include: coming across as (oo direct or writing something which
can be misinterpreted; misinterpreting other people’s emails;
nol undersianding common abbreviations; and making mistakes
with spelling or register when the email is important or formal.

Model

A Before starting, ask students to scan the email and
underline any dates and times. To do this, suggest thai they
siart from the bottom and go up to the Lop - this will ensure
that they really are scanning for the specific figures, and not
reading the email. Ask one or two individuals to read out the
dates and times to check they are saying these correctly. Give
students a few minutes to read the email, and then answer the
questions. Take whole-class {eedback.

—_— —— _— s _—— —
ANSWERS: Sl

1 toinformRita 2 aweek 3 plane 4 12 days

Analysis

Bl Give students a few minutes (o reread the email carelully
and write their answers. Then check answers with the whole
class. As students answer each guestion, encourage them to

| Lokl

s LR TS ol pwe L ] = .
probably good friends, because Gab: uses iformal language
(that's great; just let me know).

~TTi=-

Th) 2a)¢andd)

1.5 Wriun

Language focus

[E7 Give students a few minutes to read through the ways of
saying hello and goodbye. They then choose their answers
Check answers with the whole class. As a follow-up, ask
students to write the beginning and ending of an email which
they might send to one ol the people from the list (family
member, teacher, etc.).

| ANSWERS:

1 aj) d)e)
2 al, b)) d}
3 b))

3 Swdents choose the most suitable word in the box in
order o complete each of the eight sentences. After checking
answers as a class, point out that many phrases are fixed, and
it is important to be accurate when using them in writing.
Elicil which of the phrases in the exercise students might use,
e.g. wrife (o confirm something; write with more information.
Write the four words from the box on the board and ask
students {o write one useful sentence with each, e.g. I'm
writing because I cannot attend the lesson next week (reason).
To check accuracy, ask some students to read out their
sentences to Lhe class.

tto 2with 3Jabout 4to 5because 6 with
7about HEto

Bl Check students know the word bowling (a leisure activity
involving rolling a ball down a lane, to knock down as many
skittles/pins as possible). Tell students they should match the
sentences with the writer. Do the first one as an example with
the whole class. Take whole-class feedback.

—_——————— —

3a) 4¢ 5h) 6d)

1) 2e)

Output

Bl possible, ask students 1o write their emails on a
computer. Monitor the writing activity and provide guidance
and correction where necessary.

EXTENSION ACTIVITY

If appropriate, give your email address (o your students.
Ask students to email you, explaining what kind of
emails they need to send at work and what problems
they currenily encounter. Store the information for future
reference because it will help you prepare for and deliver
the ¢mail modules in this course. It may also be useful

to exchange email addresses so that students can submit
homework to you, and you can email feedback to them.

Thebue ine s L
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1.6 Case study

This case study involves reading an internship advertisement,
listening to interviews, completing profiles and presenting
decisions.

internet research

A search for the keywords how to find internships will bring
up a lot of advice. This research could be done before the
lesson o help with Exercise 1, or alter the lesson as a follow-
up activity

LEAD-IN ACTIVITY

Ask students how difficult they think finding an internship
is in their country on a scale of 1-3, where 1 is very easy
and 5 is very difficult. Encourage them Lo explain why they
chose that figure.

Discussion

EB Give students an example of how they could find an
internship, e.g. the university organizes a job fair every year,
which companies attend in order to try and recruit students
who may be interested in working {or them. Divide the class
into groups of three or four to brainslorm olher ways you can
find an inlernship. When you elicit students’ ideas, encourage
them to rank their ideas in order of how successful they think
each one might be.

answeRs:

Students’ own answers, £.9. networking, Internet sites, job
ads. agencies, visiting/calling companies, at a job fair

Reading

A Students scan the article for the relevant information to
answer the questions. Elicit answers in whole-class feedback.
Find out if any students have ever had a video interview. If
so, encourage them to describe their experience. If not, ask:
What differences do you think there would be compared to
a traditional interview? (e.g. no travel problems; the worry
that the technology might [ail). Ask students if they would be
happy to have such an interview.

ANSWERS: o
1 The Intern Shop arranges paid and voluntary internships
all over the world. It arranges a job, a place to live, visas,
language training and even makes travel arrangements.
2 One or two years

3 There are paid and voluntary internships.

4 They use video interviews.

X Before starting, find out if any of your students have been
to China or Brazil. If so, ask: What did you think about the
country? If not, ask: What would you like to find out about
the country? e.g. climate, culture, what it would be like to work
there. Ask: Would you prefer to live in China or Brazil? Give
students a few minutes to read the articles and then ask them
tadecide whadl ivternshimie b qpayg s by T
students Lo give reasons.

ANSWER:E T e

Students' own answers

Listening

n 2 1:20-1:22 Before starting, ask students the following
questions: Do you usually include a photo in your CV? If not,
have you ever done so, or would you? Do you think a photo

fleBusiness ot

gives the applicant a better chance at the interview or would
it create certain expeciations in the interviewer? Give students
a few moments 1o read the profiles. Play the recording and ask
them to complete the profiles with the missing information.

AnNsweRS: =
1 Date of birth: 9 August, 1990; Nationality: Thai; Degree:
Leavey School of Business; Professional objective: To see the
world, to get some experience
2 Date of birth: 5 May, 1991; Nationality: *British, Irsh or
Northern Irish; Language skills: English, Hungarian and
Japanese; Interests: Travelling and meeting people
3 Nationality: Mexican; Degree: University of the West Indies
at Cave Hill; Language skills: Spamish and English; Interests
Compuiers and sofiware; Professional objective: To be a
software developer
* Technically, citizens of Northern ireland are British. In
practice, however, people differ as to how they regard
themselves: British, Irish, Northern Irish or a combination of
these identities.

RECORDING SCRIPT

& 120

Interviewer: Tai, can | just check how you spell your name?

Is it 5-H-1-N-A-W-0-T-R-A?

Tai: That’s nearly right - but it's W-A-T-R-A, not W-0.

I: OK, and you were born on September Bth, 19907

T: No, August 9th, 1990.

i: Oh, yes. Sorry about that.

T: That's all right.

I And you're from Thailand, but you studied in California. Is
that right?

T: Right. At the Leavey School of Business, in Santa Clara.

I: L-E-A-V-E-Y?

T Yes.

I: So, Tai, what’s your professional objective?

T. Well, | don't know. Right now, | just want to see the world
and get some experience, | guess,

& 121

Interviewer; Karen, I'm sorry, | don’t have your date of birth
here ...

Karen: It's the fifth of May, 1991.

I: Thank you. Now, you're Irish, aren’t you?

K: I'm from Northern Ireland. From Belfast.

I And you studied languages at Bradford University. Which
languages?

K: Hungarian and Japanese.

I: Aninteresting choice!

K: Yes. I love exotic languages, don't you?

I: So, would you like to learn Chinese or Portuguese?

K: Oh, yes, absolutely!

I: What about your intercultural skills? Can you adapt to a
different culture?

K: I'm sure | can. Bradford is an international university. | have
friends from all over the world. And | love travelling and
meeting people. That's my hobby!




e —

- 1122

Interviewer: Where are you from, Julio?

Julio: My parents are from Mexico City. But we live in Barbados.
I studied at the University of the West Indies at Cave Hill.

I: Can you spell Cave Hill for me, please?

J: Sure. C-A-V-E new word H-lI-double L.

[: Thanks. 50 you're a Mexican national?

J: Yes. But | don't know Mexico very well!

I: But you speak Spanish. Any other languages?

J: No, I'm afraid not. Just $panish and English.

I: Now, you studied physics, but you want to work in business.
Why is that?

I Actually, my real interest is computers and software. I'd
really like to be a software developer.

Discussion

3 Divide the class into small groups. Encourage students 1o
discuss each of the candidates and choose the one they feel is
strongesi. Monitar the discussion.

Listening

B0 & 1:23-1:25 Tell students they will now hear each of the
candidates answering one final question. Ask them to work in
the same groups to see il this recording changes their decision.
Ask students: How would vou answer the same guestion?

RECORDING SCRIPT

< 1:23

Interviewer: Just one last question, Tai. These days, a lot of
internships are unpaid. Is that a problem for you?

Tai: Um, yes, that’s a little difficult. | don't need a lot of money -
just enough to live on and to pay for my ticket home.

: 1:24

Interviewer: Just one [ast question, Karen. These days, a lot of
internships are unpaid. Is that a problem for you?

Karen: Not really. | hope to earn a good salary in a few years. |
see this internship as an investment for the future.

& 1:25

Interviewer: Just one last question, Julio. These days, a lot of
internships are unpaid. [s that a problem for you?

Julio: Well, | know [ won’t get rich. That's not a problem. But |
need to pay for food and accommodation. My parents can’t
pay for everything

Presentation

A Ask each group to select a spukesperson o report their
decision back to the whole class. Encourage the spokesperson
lo provide reasons {or not only why Lhe group selected

their preferred candidate, but also why they rejected the
unsuccesslul candidates. Encourage questions from the other
groups.

Take notes on any pood language used, and any mistakes you
wish to focus on. Finish the lesson with feedback.
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Language practice:
interactive & printable
grammar, vocabulary,
listening & pronunciation
practice activities,

extra printable reading &
writing worksheets

Listen: Student’s Book audio,
language practice audio
Watch: video & video
worksheets

Tests: interactive multiple-
choice test

Resources: word list,
grammar help & writing tips

Teacher's Resource Disc.
Video: video & video
worksheets

Audio: Student's Book audio
Tests: progress test Unit 2
Resources: PowerPoint Unit 2,
business document Unit 2,
photocopiable worksheets,
student’s Book answer key,
Student’s Book glossary

Digital resources for Unit 2
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Subject backgrount

ustomer service refers to the care a customer is given before, during and after

making a purchase. Contact with a customer before and during a purchase is the

respansibility of sales staff, who are trained to deal with pre-sales enquiries, persuade
customers, sell products or services, and answer specific questions about products or services.
Contact after purchase is often called customer support. In a large company, customer
support is usually carried out by people with a different skill set. Customer support involves
dealing with existing customers, answering detailed questions about the product or service
in, use, and dealing with complaints. Study after study shows that if complaints are resolved
to the customer's satisfaction, customer loyalty increases.

In the service sector, the customer support function may be carried out by a service delivery
manager whose job is to make sure that the agreed SLA (service level agreement) is delivered
by the company. The details of the agreement depend on the industry, but typical areas ot
service are; expected response times for dealing with problems, permitted downtime of an

IT network, expected billing dates, and so on. The SLA forms part of the contract between
supplier and client and often runs to several pages of detailed specifications.

The Internet has brought many changes to customer service. Instead of making a direct
enquiry, a prospective customer can browse through the FAQs (frequently asked questions)
and an existing customer can read product users’ entries in an online forum. From the
company’s point of view, online resources mean that time is saved — customer service staff
don't have to repeatedly answer the same questions - but it also means that customers can
bacome frustrated if they do not find the answer to their question. Customer loyalty and
customer satisfaction increase when they are based on communication with real people, and
they may be sacrificed if the customer service experience is too automated.

http:i/icustomerservicemanager.com
http://marketing.about.com
(Type What is customer service? into the search box to locate this About.com article)

elephone skills are an important part of customer service, and training in this area
is often offered to front-line employees dealing directly with customers. Some key
telephone skills are:

» Stay focused. Prevent yourself from being distracted.

+ Ask questions to get more information on points you need clarifying.

« Don't interrupt. Let the caller finish what they are saying. Interruptions may break the
caller’s train of thought. Also, you listen more effectively when you're not talking.

» Don't pre-empt, Avoid saying first what you think the caller is going to say. The chances
are you will be wrong and will miss some important information.

» Recap the key facts. Summarize to check that you have heard the key facts correctly.
summarizing also lets the caller know you have understood them. Use phrases such as So,
what you're saying is ... and So, what I'm hearing fs...

« Have a pen and paper at the ready. Make notes on any questions you want to ask or points
you wish to comment on, When your caller has finished speaking, refer to your notes and take
action. If you are thinking about your responses while the caller is speaking, you are not
listening.

« Ask for repetition. Don’t be afraid to say something like I'm sorry, but | missed your Jast
point. Could you repeat that for me?

In class, you could ellcit some of the above points before a telephone roleplay, and write
them up on the board. At the end of the roleplay, students could refer to the board and say
which of the things they did and which they could do better next time.

http:fiofficeskills.org

(See the article on telephone etiquette)

www.wahm.com

{Search for the article Tips to improve your phone skills)
httpywww.ga-training.com/blog

(A blog with articles on customer service training, including telephone skills and handling

camplaints)




2.1 About business

e T—

This module focuses on customer service, firstly on keeping
your customers and then on good customer service. Customer
service varies from company (o company and across cultures
Some companies invest in stalf training in this area. All
customers will have experienced both good and bad customer
service at some point and, with the rise of social media, il has
never been easier Lo complain publicly about bad service.

Internet research

A search for the keywords how to keep customers happy will
bring up information and tips. This research could be done
before the lesson as a general lead-in to the 1opic, or alter the
lesson as a [ollow-up activity.

LEAD-IN ACTIVITY

Before starting the discussion, give students an example of
good and bad customer service from your own experience.
Explain what you {ell as a cuslomer and, in the case of bad
service, whether you would use the company again. Tell
students that the aim of this lesson is to look al customer

service, good and bad, and how this aflects business

Discussion

B Ask students 1o complete the sentence stariers based on
their own experiences Divide the class inlo pairs to exchange
and discuss their ideas.

Listening

H & 1:26-1:27 Tell students they are going to hear two
conversalions in which customers talk about good and bad
service they have received. Give students a few minutes to
read through the questions. Pause between conversations to
allow students to make notes. Check answers as a class.

As a follow-up, ask students some or all of the following
questions: Do you shop at any specialist shops, or do vou
prefer supermarkets? In your town, are any of the smaller
shops disappearing? (And, if so, why?) If you received bad
service at a restaurant, would you complain, or would you say

nothing?
mm = T e A R

Because the fruit and vegetables are always fresh and
because the service is better.

2 The assistants know his name and what he likes. They're
friendly and make conversation, They help with his bags
and they always give him something free,

3 He feels special.

4 She doesn't complain, but she doesn't tip and she doesn‘t
go back.

5 She mentions bad service in a restaurant and poor technical
support from an Internet service provider.

& She doesn't understand it.

RECORDING SCRIPT

- 1:26-1:27

Speaker 1: | always buy my fruit and vegetables from a specialist
shop. There’s a market near my home, and a supermarket
too. They're both cheaper, but | prefer my fruit and
vegetable shop. I'm happy to pay a little more, because
everything is always fresh, but mainly because of the service.
The assistants all know my name and they know what | like.
They're very friendly. They always seem pleased to see you
and make conversation. They help you with your bags and
they always give you something free - some herbs, or a nice
red apple ... | suppose they just make you feel special!

Speaker 2: I'm not the sort of person who complains. If the
service isn't good in a restaurant, for example, | don’t say
anything. 1 just don't give a tip and | don’t go back. Or if
an Internet service provider doesn't have good technical
support, [ change to another company. There's so much
competition these days, I'm surprised that there’s still so
much bad service. Consumers always have a choice, so bad
service just doesn’t make sense. | really don't understand it!

Skim reading

EX Ask students to study the pictures A-C. Check that
students know the words lead and prospect, which are in the
Glossary. {Note that ‘lead’ can refer to both the person - the
potential sales contact - or the information that may result in
a sale.) Students then skim the ariicle. Remind students they
need o skim quickly, so set a time limit such as one minute.
Studenis match each picture (o a paragraph in the text. Take
whole-class leedback.

A paragraph 3
B: paragraph 2
C: paragraph 4

Reading for detail

B Before starting, write Twitter and Facebook on the board
and ask students if they use these. If a student is nol on
Facebook, find out why. Then ask students to think about the
use of Twitler and Facebook in business. Ask: Do you know
any companies that use Twitter for marketing? Do you know
any companies that are on Facebook?

Ask students to read the four statements. Then, ask them to
reread the first three paragraphs of the article carefully and
decide if the sentences are true or false. Check answers briefly
as a class.

17
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[E8 Ask students 1o read the last three paragraphs again and
select the best option Take briel whole-class feedback. To
provide extra fluency practice, find out if studenls agree with
some of the ideas in the text, e.g. ‘an excellent product is not
enough’ (lines 2--3), the importance of social media paragraph
3) and ‘be like your customer” {line 38).

3

.\_‘L VERS
too much
when and how they wani

OpHMIONS
dishike

I W R e

EXTENSION ACTIVITY
Choose ten of the most useful words in the text and write

them on the board, e.g. warranty. social media, CRM
software, priority, determination, reflection. Ask students

to create sentences which are true for them, or create
questions for other students, e.g. I have a fwo-year warranty
on my laptop. / Which social media sites do you use?

Discussion and presentation

I3 Divide the class into small groups and assign each

one a different chart. Each group should prepare a short
presentation of (heir chart. Tell students they can use a
dictionary or refer to the Glossary and should be ready to
explain any new words to the rest of the class. New words
may include: advocate (someone who strongly and publicly
supports something); ally (a [riend who is ready to help you};
referral (when someone recommends you by referring you on
to another person). Depending on the size of the class, groups
can give their presenlation ta the whole class or to other
groups. Monitor the presentations and lake notes on good and
problematic language. Give feedback as necessary.

EXTENSION ACTIVITY

! Remind students about all the examples of bad customer
service that they brainstormed at the start of the lesson.
Ask students 1o create the workshop titles for a one-day
training course on customer service training to be given
to employees of a company with a poor customer service
record. Students present their ideas 1o the class.

£2 Vocabulary:

This module {focuses on collocations relating to customer
service. It looks al a range of different ways a company

can be in contact with their cusiomers. The number of
communication channels has risen significantly in recent
years, and now includes company websites and social media
sites. The module also practises verbs related to telephoning.
and includes an article on good praclice on the phone.

Internet research

A search for the keywords a dissatisfied customer is an
opportunity will bring up some interesting stories and advice
un how 1o deal wilh the challenge of a dissatisfied customer
and potentially make the situation {favourable Students can
make a list of these and then compare them with a partner.
This research could be done before the lesson as a general
lead-in to the topic, or afier the lesson as a lollow-up activity.

LEAD-IN ACTIVITY

Write two year dates on the board - such as 20 years

ago and this year. Ask students o tell you how using the
telephone has changed within companies during this lime,
e.g. there are fewer operators; there are mobile phones so
people can contact you oul of hours and away from the
office; we phone less because of email, etc.

Brainstorming

EJ You can do this activity by creating a mind map on the
board. Write Communication with custoriers in a circle and
then write felephone Draw a line between the circle and the
word telephone. Ask students to brainstorm diflerent ways of
communicaling with customers and write them up in the mind
map. Divide the class inlo pairs to think of an advaniage and a
disadvantage [or each method. Elicit students’ suggestions.

Billhoards - Advantage: impact; Disadvantage: untargeted,
expensive

Brochure - Advantage: high impact; Disadvantage: production
and distribution cost

Direct mailing - Advantage: impaci; Disadvantage: cosl

£mail - Advantage: cheap, quick and easy for large numbers of
customers; Disadvantage: in competition with spam

Fax - Advantage: personal; Disadvantage: slow, expensive, old
technology

Flyer - Advantage flexible: Disadvantage: printing and
distribution costs

Newsletters - Advantage: fiexible format; Disadvantage- costly
to produce and distribute

Radio - Advantage: impact; Disadvantage: cost

Social media - Advantage: flexible, cheap; Disadvantage:
inconsistent

Sponsorship - Advantage: positive image; Disadvantage:
unfocused, unreliable

Toxt messane - Advantane’ personahized ouick. cheap:

Website - Advantage: nch and liexible tormat; Lisauveniage
customers only visit when they need information
Word of mouth - Advantage: impact; Disadvantage’ unreliabls

E3 Belore starting this exercise, write the first words of each
collocation on separate cards in one colour. and the second wurds
of each collocalion in another colour. Each pair will need a sel

of cards. Ask students Lo match the words 1o make collocations.
Elicit the meaning of each collocation. Then ask students Lo

use the collocations o complele the gap-fill exercise Lel them
compare their answers in pairs before whole-class feedback



ANSWERS:

customer satisfaction
repeat busines:
delivery date

ship products

deal with complaints
exchange products
returning customers
customer referral

00 % T W e oW A

[EX Divide the class into pairs to take lurns (o give definitions
and guess the collocations. Monitor the activity. When
studenls have finished, ask them lo record three or [our of the
most useful collocatiens in their vocabulary notebooks

3 Belore doing the exercise, find out what students think
about Internet forums. Ask: Do you visit any Internet forums?
If s0, what information do you get from them? Poinl out that
[orums where dissalisfied customers pos! negative comments
have forced companies to sit up, take notice and respond:
customers really have a voice nowadays.

Students work individually to complete the posts. Check
answers as a class.

ANSWERS:
1 installation problems

2 a money-back guarantee
3 shipped the wrong product

B & 1:28-1:30 Divide the class into groups to discuss the
various options in the box. Give them a few minutes 1o discuss
the situations and then elicit students’ thaughts in whole-class
feedback. Finally, play the recording for them to check their
ideas.

RNSYEEH

1 contact the helpline - provide technical support

2 return the faulty product - give a refund

3 call customer service to complain - apologize and exchange
the product

RECORDING SCRIPT
< 1:28

Customer service: Customer service, good morning. How can |
help you?

Customer 1: Hello. I'm calling about my Internet box. I'm having
installation problems.

C5: I'm sorry to hear that. But if you contact the helpline, they
€an provide technical support. The number to call is 0800 ...

- 1:29

Customer service: Customner service, good afternoon. Can | help
you?

Customer 2: Yes, good afternoon. It's about the TV | ordered
from you. It doesn't work. But you have a money-back
guarantee, is that right?

CS: That's absolutely right, sir. I'm sorry your TV doesn*t work.
But if you return the faulty product, we'll give you a full

refund.
-

Customer service: Customer service. Good evening.

Customer 3: Good evening. I'm calling to complain about the
ski jacket | ordered. You shipped the wrong product. It's too
small, and it's a really horrible colour.

C5: I'm sorry to hear that. If you ...

C3. And it's not the first time. It's really not good enough!

Cs: I do apologize, madam. We'll be happy to exchange the
product.

Reading and vocabulary

I Before doing this exercise, find out which students use
English on the telephone. Elicit any problems they may have,
e.g. listening - catching what the other person says for a
variety ol reasons, such as their accent, the speed at which

they speak, etc.; spelling; not knowing how 10 end the call, ete.

Students discuss Lhe situations in pairs

EA Ask each pair o compare their own answers with the
tips given in the aricle. Take whole-class [eedback, cliciting
students’ thoughts and comments on each of the situations.

[EN Ask students (o do this exercise individually before
checking answers as a class.
AN T _|-...'-.i

connect

dial a number

take a call

get through to

get back ta

return a call

hang up

call batk

leave a message
0 put on hold

= W0 D W W B W R

Listening

E : 1:31-1:36 Tell students they will hear six telephone
calls and they should listen and make notes on what they
would do next. Pause the recording after each message (o
allow students Lo write down their response. Let students
compare their answers in pairs before whole-class feedback.

 ANSWERS:

put the caller on hold

dial the number

leave a message

hang up

call back/return Philip's call/get back to Pruhp
connect the caller

o Ut B Wk

RECORDING SCRIPT

& 1:31-1:36

1 I'm just finishing a call on my mobile. Ask her to wait for a
minute or two, please.

2 OK, that's my checklist done. Now, where's the number? Here
it is, 0371 629404,

3 I'm sorry; I'm out of the office today. Please record your
details after the beep, and I'll get back to you as soon as
possible.

4 Hello, hello? Can you hear me? Helio?

5 Hi, it's Philip. | know you're busy, but | need the sales results
as soon as you can. Thanks.

6 Hello. Could I speak to Julia Martin, please?

EXTENSION ACTIVITY

Students reread the situations in Exercise 6. Ask them 1o
work in pairs 10 write a shorl dialogue baced on one o

o ol e sitdaliols ey cah wtden 1elecl el uw use

ol the telephone in English, or invent a siluation in which
they wauld use English, such as complaining about the

Il cuslomer service provided by an airline. [
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2.3 Grarmmar

‘This module focuses on the present conlinuous lense to
express lemporary activities in progress now. The module also
practises requests, invitations and oifers ol help.

internet research

An image search for the keywords actions in progress will
reveal a number of pictures of people doing things. Students
could do this research beflore the lesson, then describe

their image in class, which would enable you to check how
compelently students are using the present continuous
tense. Otherwise, it can be done at the end of the module for
conselidation.

Present continuous
BB Ask students to study the pictures for a few moments and
then, if you have a small class, invite them lo shout out their
answers. With large classes, select individuals to answer.
SUGGESTED ANSWERS:[L e
A He's driving and making a phane call at the same time.

B He's jumping on a trampaline.

C They're repairing a car.

D Ice cream sales are rising/growing/increasing/going up.

E The Earth is getting warmer. /The polar ice caps are mefting.

EX Check students know the word temporary {the opposite
of permaneni}. Students guess how long each activity lakes.
Collate the students’ guesses on the board.

SUGGESTED ANSWERS!|

minutes
seconds
hours

months

years

mgognewey

[E¥ Start by pointing out the Present continuous section of
the Refresh your memory box. If students seem unsure of how
to use the present continuous or would like some [urther
practice, do Exercises 1-5 in the Grantmar and practice
section (page 126 in the Student's Book, answers on page 99
in this book).

Ask students to look at the list and give them a few minuies lo
consider the possible reasons behind each rise or fall. Divide
the class into pairs (o take turns Lo ask and answer about
each of the eight points. Monitor the activity, and encourage
accuracy. Lisien out for any interesting or amusing exchanges,
and ask students to repeat them for the whole class.

Requests

IEX Focus students on the Requests, Offers of help and Invitations
sections of the Refresh your memory box. If students seem
unsure of these structures or would like some further practice, do
Exercises 6-9 in the Grammar and practice section (page 127 in
the Student's Book, answers on page 99 in this book).

Ask students if it is all right to say ‘no’ directly in their first
language. If so, ask them how they think this might sound

in English. (It is often perceived as too direct, and even
rude.) Start this activity by reading out the two examples and
asking studenls 1o listen to the apologetic tone of the model
replies. In pairs, students lake turns lo form the requests and
responses from the prompts. Encourage students to sound
apologetic and genuine through the use of their tone/delivery
Monitor the exchanges.

| SUGGEST] ED

3 Could you confirm my
order by email?

Al

I'm sorry, but our Internel
isn't working at the
moment.

I'm sorry, but she isn't
feeling well today.

I'm sorry, but I'm having a

4 Con | speak to the
salesperson please?
5 Canlask you abaut the

new software? few problems with it, too
6 Could you call my customer  I'm afraid I'm going to a
back? meeling now.
7 Could I talk to you at 5 I'm afraid I'm leaving early

this afternoon.
I'm sorry, but 'm flying 10
Colombia tomorrow.

o'clock?
8 Can you come in @arly
tomorrow merning?

Offers of help and Invitations

Il Belore starting this exercise, brainstorm a few simple
phrases for each of the functions, e.g. offering help:

Can! ? Would you like me to  ? and inviling someone to
do something: Would you like to  ? Model the inlonation
pattern and point out that, in order to sound [riendly and
helpful, how you say the phrases is as important as the words
themselves, Ask students to study the text and underline their
chosen options. Check the answers as a class.

ANSWERS:|

1 invitations; say
2 offers of help; write down

I Give students a few minutes to compete the phrases. Go
through the exercise and give students an opportunity to read
out their answers. Check the intonation of students’ responses,
and correct where necessary.

Shall | / Would you like me to
Would you like to / Do you want to
Shall 1 f Would you [ike me to
Would you like to / Do you want to
Would you like to / Do you want to
Shall I / Would you like me to
Would you like to / Do you want to
Shall 1 7 YWeold you like me tn

Tl hotn e W R

28

1 e Businees 2.0



-~

2 4 Speaking

I
A Give students a few minutes to read through the answers. ‘-_F:_:_ﬁ_ Il:' i
Ask them to match the answers with the questions in Exercise 6. S e o 14
Let them compare answers in pairs before checking (hem in
whole-class feedback.
F = = L I This module focuses on expressions for telephoning. There
1e) 2d)} 3b) 4h) S5a) J 70 86 are a number of reasons why using the telephone in a [oreign
language is especially difficult for most language learners. One
A Students order the conversation individually or in pairs. reason is that the conversation is in real time, so each speaker
Check answers as a class and then ask students to practise is under pressure to respond immediately. The module also
reading through the completed dialogue in pairs. Monitor covers roleplaying telephone conversations.
students as they read. On the Teacher's Resource Disc, you will find more related
il s, practice material, including a video (with workshects)
T L . featuring an example situation for students to analyse and
2 Do you want me to have a look at it? discuss.
3 Oh, yes, please. Could you come over after work?
4 I'msorry, but I'm working late today. Do you want to bring
it to my place this weekend? A search for the keywords culfural phone etiguette will bring
S EE L pll ) ) ) up information about making phone calls in various countries.
6 No problem. But can you b""E_‘ the instaliation CDs, too? This research could be done belore the lesson as a general
7 OK. See you then. Thanks again. lead-in 1o the topic, or after the lesson as a lollow-up activity.
B You're welcome.
EEB Ask students (o study 11_18 ﬂolw chart at the foot ol page LEAD-IN ACTIVITY
27. Then, ask them to work in pairs to have some or all of . .
the suggested conversations Monitor the activity. Take notes Asa !ead-m to the topic, find out who makes telephone
on any good use of language or any language which needs calls in English and whether they find these easy or
correcting. If you notice a particularly creative or funny difficult. Ask students to give reasons. Some reasons
exchange, ask the pair to repeat the conversation for the why people find lelephqnmg difficult are: the fact that
whole class. Finish the lesson with language leedback. hslemng_ isa d}[ﬁcull skill for many students; thevabsence
of paralinguistic features (e.g body language, facial
expressions); nol knowing how to finish a call, ete.
l EXTENSION ACTIVITY If you did the activity similar 1o this in module 2.2,
Ask students to create their own ‘problem card’ based sE:ermsg . thls- 's a good chance for students to recap and
- - . mmarize their reasons.
on their own professional life. They should then work
with a partner in order to have a similar conversation R .
using the same flow charl. Alternatively, they can write Discussion
general work problems on small pieces of card. Shuffle B Write the terms formgl and informal on the board and
these and distribute them to pairs of students, who have a give examples (formal dress/meetings/language). Ask whether
conversation using the flow chart. Good morning is formal or informal (it's formal), and ask
students Lo mark il in their book. Then, ask them to match it
with an informal expression with the same meaning (Hello).
Students complete the exercise in pairs. Take whole-class
feedback.
Good morning. - F No problem. - |
Hang on. -1 Thank you very much, - F
Hello. ~1 Thanks a lot. - |
Hold the line, please. - F What can | do for you? - |
May | help you? - F You're welcome. - F
A Check that students know all the terms in the box. In
small groups, students discuss how formal or inlormal a
conversation would be between the different groups of people.
Take whole-class feedback.
ANSWERS:
Students’ own answers
Listening
E3 L 1:37-1:38 Tell students they will hear iwo telephone
conversations and ask them Lo read the questions first. Play
the recording, pausing between the conversations. Check
answers as a class.
aNsweRs:
1c) 2a) 3c¢) 4¢ 5S¢} 6h)
J\___‘ o
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2.4 Speatane

RECORDING SCRIPT
- 1:37
Receptionist: Marchman Video. Good morning. Can | help you?
Mike: Good morning. Could | speak to Sue Downing, please?
Could | have your name, please?
. Yes, this is Mike Woods, from Pixkel Inc.
Just a moment, please ...
I'm sorry, Mr Woods. She isn't answering. Would you like to
speak to her assistant?
: Yes, please.
I'll put you through.
: Thank you.

mEgR

=22

Paula: Paula Rice.

M: Hello, Paula. It's Mike, from Pixkel. How are you?

P Oh, hi, Mike. I'm fine thanks, and you?

M: Good, thanks. Is Sue there, please?

P: I‘m sorry, she isn’t available this morning. She's in a meeting.

Can | take a message?

M: Yes, please. I'm calling about her next order. Could you ask
her to call me back?
Sure. Is lunchtime OK for you?

: Yes, that's fine.
I'll ask her 1o get back to you as soon as the meeting is
finished.

: Great. Thanks for your help, Paula.
You're welcome.

: Goodbye.
Bye!

g

B

o 1:38

Mike: Hello?

Sue: Is that Mike?

M: Yes, speaking.

S It's Sue Downing here, returning your call. Is this a bad ume?

M: Sue, hil No, I'm just finishing my sandwich, but it's fine.
Thanks for getting back to me.

S: No problem. What can | do for you?

M: Well, it's about your next order. As you know, we have a
new product, and ...

EX & 1:37-1:38 Students complete the expressions in Lhe
checklist in pairs. Ask some students to read out their possible
answers. Listen out for correct use of sentence stress in the

phrases. Play the recording for students to check their answers,

pausing as necessary. Play the recording again, focusing on

the sentence stress patterns in some of the phrases, e.g. Would
you like me to get her to call you back? If this is a problematic
area, write out some phrases on the board and ask students to
come up to the board and draw the intonation using arrows
for *up’ and ‘down’.

| ANSWERS: R=gge 1l ™ PRY == |
Starting

Good morning. Can | belp you?

Could | speak to (name), please?

Yes, speaking.

Introductions

I'm calling about ...

Names

TP TP TRTE TV T TR L VPPV T | N

It's {(name) here, returning your call.
Message:s

Could you ask her to call me back?

'l ask her to get back to you as soon as ...
Connecting

Il put you through.

t'm sorry. She isn‘l avadable this morning.
Finishing

You're weltoms.

53 Divide the class into pairs to wrile some further reasons
in column 2 of the 1able. Ask studenls to work together to
creale sentences with the phrases in columns 3 and 4. Form
one or two possible questions as examples with the class, e.g.
Would you like to call back later? Can I help you? Check thal
students are using the weak form of can (‘kan’) so that they
sound more natural. Monitor the activity and provide help il
necessary.

| SUGGESTED AANSWERS: T

he/she’s ... out of the office / away from his/her desk / on a
business trip / off sick / on holiday / on leave / working from
home / in training / out for lunch / not taking any calls / not
working 1oday,

Would you like to ... «ali back later? / hold for a few minutes? /
speak to someone else? / leave a message? / tell me what it’s
about?

Can (... help you? / take a message? / get her to call you back?
Could you ... call back later? f hold for a few minutes? / leave a
message? / tell me what it's about?

Would you like me 1o ... take a message? / get her to call you
back?

I with lower-level groups, or Lo help the weaker students
in a mixed-level class, go through an example of this
conversation with the class. Elicil a suggestion from each
box, e.g. A: Good morning, A&C Holdings. Jeanne Dubois
speaking. B: Could I speak to Mr Leconte? Students can do
this exercise using their mobile phones if possible or, if not,
back to back. Monitor the language used and offer help and
feedback as appropriate.

B Swudents work in pairs Lo complete the exercise. Check
answers as a class. In preparation for the next roleplay, suggest
students write & sel of ‘telephone prompt cards’ in English
with the useful phrases from sentences 1-4. Tell students it
would be useful to memorize these phrases as they will be
helplul for making calls.

1e) 2d) 3b) 4a) 5¢q

Roleplay

[EE Make this activity as realistic as possible, with students
using their own phones, if appropriate, as well as their diaries
or the calendar on their mobile phones. Students can do this
exercise back Lo back. Monitor the language used and offer
help and feedback as appropriate.

KX Divide the class into different pairs. Give students a few
minules to prepare for the first roleplay. Check that Student A
invents a name, and a company name (as the supplier). Check
that Student B knows the name of the company, and how he/
she will answer the phone as the PA. Ask students whether
the conversation will be [ormal or informal, or neutral. Again,
students should use their mobiles or do the exercise back

to back. Monitor the roleplay and take notes on good and
problematic language used.

Move on to the second roleplay and check that students know
who is making the call With lower-level students, ask how
Lty wank Deglis W van, afld wiile b lie pliase il Wt boald
Continue Lo write up the first few lines of the conversation

Finish the lesson by providing useful feedback on both roleplays.

EXTENSION ACTIVITY

Ask students 1o write a telephone conversation based on
one of the two thal lhey had in Exercise 8.
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This module focuses on analysing paragraph order. Il also
covers starting and signing oll and wriling informal emails

Internet research

A search for the keywords we apologize for' will bring up a lot
of apologies in a range of dilferent contexts. Students can look
for a specific story which is of interest to them. This research
could be done before the lesson as a general lead-in to the
lopic, or aiter the lesson as a follow-up activity.

LEAD-IN ACTIVITY

Ask students, in pairs, to tell cach olher the last time they
wrote and posted a letter. Ask: Who was it t0? What was

it about? Quite possibly, this will be a formal situation,
such as making a complaint lo an official body; or

sending an original document somewhere and wriling the
accompanying letter. Elicil students’ answers in whale-class
feedback.

Discussion

ER Beiore starting the discussion, tell students they will be
focusing on formal letters and emails in this module. Divide
the class into pairs or small groups lo discuss the situations
in the box. Monitor the discussion. Elicit students’ ideas in
whole-class [eedback

Models
EA Before starting, ask students Lo scan Lhe letter and the
email and tell you which was wrilten first (the email), and
who each of them is from/to Point out the link between
the openings and the closings: Dear Sir or Madam + Yours
faithfully; Dear Ms Hills + Yours sincerely. Give students a
[ew minutes (o read the content of both ilems and answer the
questions. Check answers as a class.
(ANSWERS:
1 Mary Hills, the workshop manager at a small manufacturing
ompany.
2 Shes writing to complain that she has not received the last
four magazines.
3 She asks Workshop Weekly to send the nussing magazines
a% soon as possible.
4 Pete Ashford, the customer services manager at Workshap
Weekly
5 He is writing to apologize for the problem,
6 He encloses the missing magazines,
7 He offers a six-month subscription to New Logistics at haif
price.

LI il ML

—— -

Analysis

X When students have numbered the paragraphs in order,
check answers quickly as a class. Point out that the sentences
used in the introduction and conclusion are standard or fixed
phraces which can be ueed ac thev stand or ctistomized o
Toyuired Also, menton thal the explanation 1s not very lung,
in fact, the ‘action’ paragraph is the longest.

i 1[1 'IE‘J
introduction
apology
explanation

wChion
conclusion

& oW M s

Language focus

¥ You may need to remind students how to pronounce

Ms (mz'). Also, remind studenis that sincerely and faithfully
were used in the correspondence between Mary Hills and the
customer services manager. Give students a few minutes to
choose their answers before taking whole-class feedback.

| #il NSRS

faithfully
sincerely
don‘t know
know

don't know.
L Inorned

7 single

Wb ow N -

I3 Ask students 10 do the exercise individually. Encourage
them 1o write out Lheir answers in full. Check answers in
whole class [eedback and, if necessary, explain the meaning of
the phrasal verb to make up for samething (to compensate).
This phrasal verb is also in the Glossary.

[FINSWERS: _

Could you please look into the probiem?

W. woulu be grateful if you could phone us as soon as
npossible

Thank you for bringing this problem 1o our attention
Please accept our sinterc apologies for this error.

We are working 1o resolve this problem as soon as possible
To make up for our mistake, ..,

I

[= BNV, B - 1)

KA Divide the class into pairs Lo discuss the messages. Start by
eliciting students’ reaclions to the messages, They may point out
that the messages are clear. They may comment on the many
problems with inappropriale level of formality and incorrect
language, e.g. in message 1, the writer starts Dear Sir or Madam,
although he knows the recipient's name. When students have
rewritten the messages, they should exchange their writing with
anolher pair 1o compare the changes they made.

B T|d. (= W .

1 Dear Mr Otis,

The older residents at 52 Primrase Avenue really need the [ift,
Untortunately, you have charged us for repairs but our lift is
out of arder again. We would be grateful it you could fix it as
$00n as possible.

Yours sincerely,

Mark Fiynn

2 Dear Mr Flynn,

Thank you for your email, and for bringing this problem to our
altention.

Please accept our sincere apologies for this situation.
Unfortunately we are having some problems obtaining
parts, bul we are working to resolve this problem as soon as
possible. I can confirm that we can repair the lift next week
Please find entlosed a catalogue: to make up for the
inconvenience, we tan offer you a new carpet for your lift at
half price.

Please feel free to contact me apain if you have any other

- i
Henry Uus
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2,6 Case study

Ew)
v

Output

EA Divide the class into Student As and Student Bs and give
them time Lo read the relevant information. With lower-level
groups, before starting, remind them of some of the important
points in the module, e.g. the five steps of the apology letter.
If possible, ask students to write their emails on a computer
so that they can exchange them electronicaliy. If this is not
possible, they can simply exchange their sheets of paper. With
weaker groups, you could ask students lo work together in
pairs and collaborate; they can select one writer. Monitor the
writing activity, and provide help and feedback as necessary.
Make a note of any language mistakes you want to focus on.
Finish the lesson by writing these mistakes on the board and
asking sludents (o identify and correct them

EXTENSION ACTIVITY

Ask students 1o work in small groups and brainstorm any
occasions when they need Lo write a complaint. Students
then work in pairs to write an email of complaint and
either send il to each other to reply to, or, if time is short,
send it to you for comments and correction.

2.6 Case study.

This case study is based on a tour cf a rock band. in this
context, sludents identify problems, such as when one party
does not fulfil the terms of a contract, and discuss and
implement possible solutions to these problems. The case
study also involves writing emails and agreeing on a plan ol
action.

Internet research

A search for the keywords top concert fours will bring up a
lot of statistics about touring. Tell students o choose a year
which they are interested in to include in the search, such
as: top concert tour + 2012/2013 or of all time, elc This
research could be done before the lesson as a general lead-in
to the topic, or alter the lesson as a [ollow-up activity.

LEAD-IN ACTIVITY

As a warm-up for this lesson, find out which rock/pop
groups or singers your students like. Ask: Have you ever
seen your favourite bands live? What are the advantages of
seeing a live band?® Are there any disadvantages?

Discussion
Il Put students into groups of three or [our (o brainstorm
their answers to the question. Elicit their ideas.

SUGGESTED ANSWERS:|

Problems with travel, logistics, hotels, fatigue, lack of sleep,
health, disagreements, accidents, being away from family and
friends, unhappy fans, money, ete,

Reading

X Students look at the photo and see if they can identify the
band (U2). Elicit whali students know about the lead singer
{Bono) and the type of music {stadium rock). Belore you start,
do the same for the Rolling Stones. Pre-teach some vocabulary
such as: four manager (the person in overall charge of a

tour). Tell students that the words roadie and penue are in the
Glossary. Give students a few minutes to read the questions.
Students then scan the article about bands on the road,
looking specifically for the answers to these questions. Check
answers with the whole class.

1 7 million +100 = approximately 70,000

2 Approximately $100

3 Because they are away from home, they work long nights
and there Is constant pressure and stress.

4 Because most groups split up after only a few years on the
road.

5 Students’ own answers

[EX EBeiore students read the letter, give them some pre-set
questions such as; Who is the letter from? Who does she work
far? Pre teach amv kev vocabulary such ac domase (nhysical
harm that 15 caused to sometiung, so 1t s broketi or unpured).
Check that students remember the word complain {say Lhat
you are not satisfied with something). Tell students that

the words behaviour and invoice are in the Glossary. Give
students a few momenls to read the letier from the customer
relations manager and then ask them Lo answer the questions.
Check answers as a class.

a2
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| ANSWERS: = =

1 Damage to the hotel; unacceptable behaviour at night
The person who reserves the rooms is probably a secretary
wha reserves by phone withoul giving their own name

3 She would like Hoffmann Records 10 stop the bad
behaviour and pay for the damage.

4 Next week they are playing in lowa end Kansas.

Listening

3 2 1:39 Tell students that the word awesome is in the
Glossary. Ask sludents lo read the (hree questions. With
lower-level groups, you could write these in note form in
a tahle on the board. Play the recording. Check students’
answers, and complete Lhe table.

LEED

1 The President of the llirnois Einstein fan club (Scott Nelson)

2 Fan club members are unhappy because it's difficult to get
tickets when the concerts are in small venues. There's no
space to dance in 3 theatre because there are too many
seats.

3 He asks the tour manager to call back or email him.

RECORDING SCRIPT
»
- 1:39

But a ot of our members are very unhappy because it's so
difficult to get tickets. The band is famous now. We don’t
understand why you don't play bigger venues. | mean, the
Burlington Plaza only has two thousand seats - that's far
too small for a great band like Einstein! You can easily sell
five thousand tickets in Burlington. The other problem in
a theatre is there's no space to dancel There are too many
seats! Anyway, please call me back or email me - 5 dot

Nelson, that's N-E-L-5-O-N at A-O-L dot com. Thank you!

Hi, this is Scott Nelson, President of the lllinois Einstein fan club.
Listen, the concert in Burlington on Thursday was awesome.

J.Ccace siudy

Writing

[EN Divide the class into Student As and Student Bs and ask
them 1o read the relevant information. Before writing, ask
Student As 1o work together and brainstorm some ideas; ask
Student Bs Lo do the same. Pairs of students work together 1o
write their emails, on a compuler il possible. After writing, ask
them to exchange emails with other Student As or Bsto do a
quick peer check Then invite Student As and Bs o exchange
emails. Monilor the activity and offer supgestions and feedback
4$ necessary.

Discussion

I3 Before the telephone conversation, check that sludents
know words in the Glossary such as roadies (people whose
job is to travel with musicians and move their equipment) Ask
students to exchange the emails they wrote in Exercise 5

and give them time to read the relevant information in the
Student's Book. Ask Student As lo work Logether in small
groups and plan out what they are going to say on each point;
Student Bs do the same.

Put students back into their A/B pairs [or the phone calls.
Belore starting the calls, check that each pair knows who is
going to start the call and who is going 10 answer it. Suggest
a lime limitl of ten minutes - you could ring a bell {or similar)
after ten minutes and students should then finish off their
calls. Monitor the phone calls. In whole-class feedback at the
end, point oul any language they have used well and help out
wilh any problematic language.

EXTENSION ACTIVITY

Students write an email summarizing the phone call in the
final roleplay, and listing the key points they agreed on.
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Review 1 and __2 Answer key

Review 1

Gaining experience

H\DDONJD\UI-F&L»IMHH

=]
=

c)
d)
¢)

N

work without pay

po out together after work
live wilh uncertainty

think before you speak and be
diplomatic

one thousand, [our hundred (or
fourteen hundred)

seven thousand, six hundred and
fifty

three point seven five

a hundred thousand (or one
hundred thousand)

four point two million pounds
eight hundred and twenty dollars
Maria al BT dot com

info at myworld dot biz (forward)
slash news

half past four (in the afternuon)/
four thirty (pm)

twenty to eleven (in the morning)/
ten forty (am}

the fourth of June, twenty fourteen
{or the fourth of June, two thousand
and lourteen)

the twenty first of March, nineteen
ninety-six

oo W B

ofien arrive

rarely have

always let
sometimes advertise
nearly always leave
never discuss

L B R

[LoNe N |

staying

too
[ree/available/taken
really

do

to
Lthis
Let’s

10 talking/speaking

[ 6 |

a) 3

by 2.8
¢) 1,5.7
d) 6,9
c) 4,10

call, confirm
information, visit
ask, mind

tell, can't

let, problems
ship. order

o IET, =S ET I N B

experience; skills
valuniary; world
abroad; permanent
schedules; colleagues
on site; allowance
logistics; opportunity
degree; economics

~I O B R e

Review 2

Customer satisfaction
[ 1]

1 lead
2 praospect
3 consumer
4 cuslomer
5 referral

cuslomer satisfaclion
ship a product

delivery date

deal with complaints properly
a faulty product
apologize

exchange the producl
give a refund

provide technical support
10 dial the number

11 get back to them

12 hang up

13 get through

14 return your call

| 2 |

a)
d)
e}
¢}
b)

WO oo~ U

WU G R

orrecl order:
d)
h)
f)
D
a}
¢)

Toh Wt b =)

b)
i)

== =]
[=]
]

)

o0 =~ O U b G B e

problem, attention
apologies, error

Unfortunately, lechnical

working, resolve
grateful, possible
conlact, questions
complain, addition

behaviour, unacceplable
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pigital resources for Unit 3

Language practice;
interactive & printable
grammar, vocabulary,
listening & pronunciation
practice activities,

extra printable reading &
writing worksheets

Listen: Student’s Book audio,
language practice audio
Watch: video & video
warksheets

Tests: interactive multiple-
choice test

Resources: word list,
grammar help & writing tips

Teacher's Resource Dis --
Video: video & video
worksheets

Audio: Student’s Book audio
Tests: progress test Unit 3
Resources: PowerPoint Unit 3,
business document Unit 3,
photocopiable worksheets,
Student’s Book answer key,
Student’s Book glossary

bject background
supply chain is the series of processes involved in getting goods from the supplier to
the end user. The following activities form a supply chain:
sourcing and processing raw materials + logistics and shipping » manufacture of
parts and components -+ logistics and shipping » assembly of components into finished
products * logistics and shipping » wholesalers and distributors » logistics » retailing »
logistics + end user (consumer)

There is a perception that companies like VW {automobiles), Samsung (telecommunication
devices), Lenovo {computers) and Electrolux (domestic appliances) are manufacturing
companies. In fact, they are not manufacturing companies because they don't ‘make’
anything: they are assembly and marketing companies. They put the components together
and build their brand. The manufacturing of the components is done by specialized external
firms. Container ships carry these components to sub-assembly plants. The sub-assemblies
are then shipped to assembly plants where the finished products are assembled. These
finished products are then put into other containers and shipped to the markets in which
they will be sold.

The supply chain process, from raw materials to assembler, is called the ‘upstream’ end

of the supply chain. The job of organizing this process is the responsibility of the supply
chain manager, also called the procurement manager. This job used to be called purchasing
manager, but now the word procurement is used to show that purchasing (i.e. negatiating
with suppliers or vendors) is only a small part of managing the whole supply chain.

The upstream end of the supply chain ends at the assembler. The second half of the chain,
from assembler to retailer to end user, is called the ‘downstream’ end. Another word for this
is the distribution channel. It may involve distributors, agents, wholesaiers and retailers. It
may also invalve the Internet as a retail platform.

The whole process ends with the consumer. Note that the word customer is not a synonym
for consumer -~ each company in the chain is a customer of the one before it, but there is
only one consumer: the final end user.

www.supplychaindefinitions.com

{A vocabulary-oriented website with a useful supply chain diagram)
www.managementstudyguide.com

(Under Operations/Supply Chain Management, read the overview and explore the more
detailed processes on the left)

earning how to give a presentation effectively is an important skill in today’s work

environment. Most middle and senior managers will attend a course on presentation

skills during their career. There are many different courses on presentation techniques,
and they use a wide range of approaches, for example, focusing on the mechanical aspects
of presenting (use of software, content of slides, ete.), adopting a creative approach to
presenting, adapting content to different audiences, and so on.

The following tips may be useful for your students before they give their presentations in
modaule 3.4, Exercise 9:

» Before you start, allow yourself a few moments of silence and peace. Look around the
audience, make eye contact and smile.

s Speak more slowly than usual, and pause often for dramatic effect.

* Don't worry about movement and gestures — attempts to control these will fail as soon as
you lose yourself in the subject matter.

* Be yourself. Don't try too hard. Relax. 8reathe.

¢ 1 you become nervouc ar forast vaur warde deink camoe woater or et paggs The 3 idienre
won't mind - in fact, they will be glad ot a few quiet moments to think.

Useful websites

www.presentationmagazine.com

www.presentation-skills.biz

{Both of these websites contain dozens of short, interesting articles.)
www.slideshare.net

{SlideShare is to PowerPoint what YouTube is to videos. Type presentation skills into the
search box.)

tee
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This module tooks at the supply chain, a fundamental business
model which involves a series of processes for moving goods
from the manulacturer to the retailer and finally to the
consumer This process is presented through a siory about

a family business. The module also focuses on supply chain
problems and sclutions.

Internet research

A search [or the keywords supply chain jobs will bring up a
number ol sites listing jobs in warchouses as well as in areas
such as sales, procurement and logistics (Procurement is

the process of buying supplies or equipment. Logistics is the
practical arrangemenis that are necessary in order to organize
something, especially something involving a lot of people or
equipment.) Tdeally, this research should be done belore the
lesson to give students an idea of what is involved in supply
chain management.

Brainstorming

KR As alead-in, wrile the phrase supply chain on the board
and see if students can provide a definition, e.g. a system of
organizations, people and activities involved in moving a
product or service from supplier to customer. Focus students
on the example under the list in Exercise 1 (The 'right’
product ...) and ask them 1o define the other phrases with the
word right in a similar way

SUGGESTED ANSWERS;

The ‘right’ quantity means the number of products customers
want: not too many, which results in extra cost for storage and
unsold products; and not 100 few. which results in frustrated
custorners who cannot buy the product they want.

The ‘right’ condition means without damage, and ready to use
when the customer wants to use it. For example, in the case of
truit or vegetables, ready to eat immediately. but also passible
to keep for several days before ealing.

The ‘right’ documentation includes instructions, official salety
certificates, guarantees, tax and customs information, etc. -
everything that is required, but no unnecessary documents.
The ‘right’ place means somewhere convenient and accessible
for each customer: for example, in out-of-town megastores for
cuslomers who want the best price, or in city centre stores for
customers who are prepared to pay more for convenience.

The 'right’ time means making product availability correspond
with customer demand, e.g. toys, warm ¢lothing and special
foods before Christmas; light clothes and ice creams in summer.
The ‘right’ price means a price which is attractive to

the customer and also provides a sufficient margin for
manufacturers and distributors.

Reading

A Ask students 1o look at the pictures and the title of the
article on page 37 and predict what the article is about. The
photo shows Lhree characters from the Disney [ilm Toy Story 3 -
I.ots-n Huppin® Bear (or Lolsoy Buzz Lichtvear and Wandv

- anu the hustrabiun shows a supply vhaim, so students nughe
predict that the article is about a toy faclory supply chain. Ask
students to scan the first two paragraphs of the article in order
to complete the low charl in Exercise 2. Il necessary, clarify
the meaning of logistics here (making sure that products are in
the right place at the right time, using the right transportation)

1 Polyplasto Inc
2 Packobox Ltd
1 Bigtruck Lid
4 1PM plc

5 Lasseter L1d

& Smalltruck Lid
7 toy shops

8 children

N Ask students to skim the articie and choose the best
summary {a-c). In whole-class feedback, ask them Lo read ou
any sections of the article thal helped them to decide which
summatries Lo reject and which one to choose, e.g.  there’s no
cash to pay the salaries (lines 41-42) rules out option b).

LANSWER:

3]

[N Ask students to check the Glossary for any new or
difficult words. You may need 1o provide additional help with
vocabulary. Students then read the whole article carefully in
order 1o decide if the sentences are true or false. Check the
answers quickly as a class.

| ANSWERS:

1 F - The end users are children

2T

3 F - They don’t have any toys to supply as they don™t have
enough raw materials.

4 T

F - He's unhappy because of the cash flow problems.

F - It helps everyone in the supply chain.

Al

o oo

Listening

[El Z 1:40 Tell students they are going to listen to a

meeting al Lasseler in which the problems al the factory are
discussed. Ask a student to sum up the problems that the
company is having, and make a note of these on the board,
e.g. communication, packaging, storage space, cash flow, etc.
While listening, tell students to jot down which three problems
are discussed at the meeting. When you have elicited the
answers, students should study the argumenis listed in the
table and match them o the problems.

1 Packaging costs, b)
2 Raw materials, ¢}
3 Deliveries to the shops, a)




RECORDING SCRIPT
< 1:40
Jake: We need to talk about supply chain problems. First, there's
packaging costs. The boxes we buy from Packobox are more
and more expensive.
Luke: That's why you ordered 400,000 boxes? To get a better
price?
J: Yes, Luke. But | understand we don't have enough starage.
L: Exactly.
Brendan: What about foreign suppliers? I'm sure we can get
better prices in Asia or India.
L: That's true. But people at Packobox could lose their jobs!
I: Yes, that's a difficult decision ... OK, the second problem is
raw materials.
B: What's the problem? Polyplasto supply the right product, at
the right price. if you remember to order, of course .
J. Yes, all right, Brendan. The preblem is we only have one
supplier. We put all our eggs in one basket! That's a big risk.
If they can't deliver, or if they decide to increase their price,
we're in trouble.
L: And if we work with two suppliers, it's more expensive?
). Right. For smaller quantities, the price is always higher ...
There's also a third problem: deliveries to the shops. Luke?
L: Yes. Smalltruck are unhappy because sometimes we need
three trucks a week, sometimes only one, and sometimes
none at all. It's very difficult for them to manage.
J: | can understand that. They never know how many trucks
and how many drivers they need.
B: Perhaps we can give them more information about our
orders and production?
J: But it's risky, Brendan. We don't want our competitors to
have that sort of information .. Look, these are all difficult
decisions. | think we need to have another meeting.

Roleplay

I3 Before starting, give students a few minutes {0 go
through the agenda individually and make notes on each
point. Sel up the roleplay by dividing the class into groups
of around five or six students. Tell each group to appoint a
chairperson for the meeting, and remind them of some of the
chairperson’s funciions- timekeeper, to keep the meeting on
track, to summarize decisions at Lhe end ol the meeting. The
chairperson should also be prepared to reporl the group’s
decisions to the whole class. Monitor the meetings and 1ake
notes on good and problemalic [anguage. Give feedback as
necessary.

1 v L1 |
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This module focuses on partners in a supply chain. It also
practises vocabulary relating to the production process,

such as assembling goods. packaging them and doing quality
control tests. In addition, the module also looks at the stages
in a producl life cycle. A product is only useful for a certain
amount ol lime, after which it reaches the end of its ‘natural
life' and may be thrown away or recycled.

Internet research

A search for the keywords slavery footprint will bring up
some shocking statistics about the number of people who
work as slaves, and coniribute to the supply chains involved
in making products we use. The idea that slavery exists today
may be quite surprising. as the word is often linked with the
transatlantic slave trade which started in the 17th century.
Students can do an online quiz 1o see how many slaves work
for them. Students can compare their resulls and discuss
anything that surprised them, and anything that they might
change in order 1o reduce their slavery looiprint. They can do
this 1est after the lesson as an extension activity

Brainstorming

[EN Ask siudents 1o look at the photo on page 38 and,
without looking at the {ext, see if they can guess what the
product is {golf balls). Elicit which pari of the supply chain the
man in the piclure works in {manufacturing). Divide the class
into pairs or small groups to do Exercise 1. In whole-class
feedback, elicil one idea per group until you build up a list of
people who have handled the goods.

| SUGGESTED ANSWERS:

- workers who extract the raw materials

- waorkers who process the raw materials to produce plastis

and rubber

- suppliers who manufacture the parts

- workers who assemble and package the golf balls

- quality staff who check and test the product

- workers who make the packaging

— warehouse staff who stock and ship the boxes

- delivery drivers who distribute and unload the boxes

- stare employees who put the boxes on the shelf

- sales assistants who help the tustomer choose a product

EXTENSION ACTIVITY

Ask students to write the minutes of their meeting in
Exercise 6. You may need to check that students know
what minutes consist of (a list of attendees. aims, key points
arising, action plan). You could use the minutes template
on page 118 as a guide. The minutes should outline the
decisions they reached and any action points they decided
on. Students can write the minutes for homework, or write
them in class in pairs.

EA Students do this exercise individually. When they have
finished, let them check answers in pairs before whole-class
feedback. Check the pronunciation of keywords, such as
buyer, manufacturer and forwarder, including the word stress.
Model the word stress il students have any difficulties.

ANSWERS: Lo = oo
2a) 3b) 4¢ 51} 6d)

Reading and vocabulary

EN Ask students to explain the name of the company in line
1 of the text (It comes fram the eolfing term a hole in one =
griting e ball i the hole mnjust one stol ) Students stan tic
text [or keywords to put the production steps in the correct
order. Check answers as a class.

| ANSWERS:

purchasing
assembly
testing
packaging
shipment

VB W o

.
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I8 When students have finished matching the words from
the ariicle with their definitions, ask them to decide if the
words in bold can be used as nouns only, verbs only, or both.
{Answers: Noun only: warehouse. Verbs only: assentble,

run out of. Both: labour, ship, store, purchase, stock, check,
package.) Find out how your students are recording their
vocabulary on this course. Sugpest Lhey add abbreviations to
help them with word formation, such as » (= verb) and

n (= noun).

| ANSWERS:

1 warehouse
2 labour

3 ships

4 stigred

5 purchase

6 stock

7 checked

8 assemble
9 run out of
10 packaged

Listening

B Z 1:41 Before they listen to the lecture, ask sludents lo
read the eighl stages in a product life cycle and predict the
correct order. Then, if necessary, play the recording twice [or
them to check their answers. In whole-class feedback, listen
oul for how studenis stress these words, and model correct
siress where necessary.

1 extraction

2 processing
3 design

4 manufacture
5 distribution
6 use

7 repair

8 recycling

RECORDING SCRIPT
L 141

Lecturer: Today, I'm going to talk about eight stages in the
product life cycle. The cycle begins when raw materials like
iron ore, trees or oil are extracted from the ground or from
the sea. This is called extraction.
in the next stage, which is called processing, raw materials
are processed to make materials like steel, wood or plastic.
Before the product can be manufactured, it is designed to
be easy to produce and use.

This design stage is followed by manufacture: the product is
manufactured in large quantities to reduce costs.

Next, the product is distributed to customers by ship, train,
truck or plane. This is the distribution stage.

Then, the product is used by consumers.

After the use stage, we have repair: if it breaks, the product
is repaired by the manufacturer.

Finally, in the recycling stage, the product is recycled at the
end nf te enf. Tl

A 2 1:41 Check that students know what iron ore is and
point out that it is in the Glossary as two entries, iron and
ore. Divide the class into pairs 10 do Exercise 6. Then play the
recording again for them to check their answers.

| ANSWERS: |
extrarled
processed
designed
manufactured
distributed
used

repaired
recycled

M~ o b W AN -

Ed 2 1:42-1:47 Before playing the recording of six people
talking about their work, tell students they should listen and
note down which stage of the product life cycle each person is
talking about. Pause the recording brielly after each speaker.
Check answers quickly as a class.

 ANSWERS: i

recycling
distribution
design
extraction
manufacture
repair

o B W b s

RECORDING SCRIPT

- 1:42-1:47

Speaker 1: Nowadays, 85% of the materials used to make a car
can be recovered and used again.

Speaker 2: If you order before 3pm, we can deliver anywhere in
the country the next day.

Speaker 3: We use 3D models on computers, so we know
exactly what the product will look like, and how we can
manufacture it.

Speaker 4: We use a |ot of powerful machinery, but it's still a
dirty job: dirty, hard work and dangerous.

Speaker 5: More and more processes are controlled by
computers. In fact, most of the time, there are only three
or four people on a line that makes hundreds of pieces
per day.

Speaker 6: It's quicker and cheaper to just change the PCB, the
printed circuit board. It takes too long to look for individual
components that aren’t working.

[l Put students in A/B pairs to do the crossword. Explain
the rules: Each student looks at their own crossword. One
student asks for a clue. The other student gives the definiiion
of the word, but cannot say the actual word. Studenis take il
in turns to give definilions and guess the words until they have
both completed their crossword. When they have finished,
clarify any questions students may have.

EXTENSION ACTIVITY

Ask students to write down a figure to represent how good
they believe their own country is in the area of recycling,
where 1 is extremely poor and 5 is excellent. Ask them

to compare their figure with someone else in the group
and justify their answer. Finish Lhis fluency activity by

toalpst crfng Lom regsathy, i Ly

specific context: a university, a company they know, a
cerlain industry or countrywide.




E;;J‘*’ Grammar

This module fucuses on preposilions of place and prepositions
of movement. Choosing the correcl prepositions can be
problematic for many students for a range of reasons, especially
due to diflerences in their use in the students' first language.
This module also practises the present simple passive. The
passive is often used to describe processes, and the module
focuses on one particular example - making cookies - a model
which can easily be transferred to other factory processes.

Internet research

A search for the keywords hoze  is made or how * are made
will bring up a huge number of products, so encourage students
1o choose just one process which interesls them. This research
could be done belore the lesson, as a diagnostic to see how they
are using the passive, or at the end to provide further practice.

Prepositions of place

[EN Before stariing, brainstorm cammon prepositions of place
Wilh smaller groups, do this in a fun way, by simply moving
an object around and getting students to shout oul the correct
preposition. Then studenis study the piclures in Exercise 1 and
match each picture with a preposilion of place. Check answers
quickly as a class.

ANSWERS: b

between
above

in

at

next to
behind
under

on top of
9 in front of
10 on

11 below

[-- IR - B T R VU C P Y

A Before starting the activity, check that all students know the
name of the vehicle in the pictures (a forklift, or a forklift truck)
and the name of the place where the boxes are stored (a2 rack).
Explain the aim of this well-known activity: Each student has a
different version of the same picture. By asking and answering
questions, students not only identify the differences, but also
practise a lot of useful language, such as confirming or denying
something, using descriptive adjectives and using prepositions
of place. Go through the example so that students know which
kinds of question to ask. Divide students into As and Bs and ask
them Lo find the differences and complete their drawings.

Student A: missing ilems are:

- a hox of footballs on the rack, below the sports shirts
- adriver in front of the farklitt

- a desk behind the rack

o stup hight abwve thie tatk
- a computer on the desk, next to the phone
- a mohile phone on the Hloor, between the forks of the forklift
Student B: missing iems are.
- a box of tennis rackets on the rack, above the goll clubs
- a box of shorts on the rack, below the golf tlubs
- tennis balls under 1the forklift
- the boss at the window
~ a box of rugby balls on the rack, above the sports shirts
a hard hat on tap of the forkiift
- acatin/fon the forklift

Prepositions of movement

B Give students time to read through the lists ol Prepositions
of place and Prepositions of movemenl in the Refresh your
memory box. If students seem unsure about Lthese or would like
some further practice, work through some or all of Exercises
1-3 in the Grammar and practice section (pages 128-129 in
the Student’s Book, answers on page 100 in this book)

Check students know how to pronounce arch. Ask students
to read and then complete the email by studying the map
Monilor the activity and take whole-class [eedback.

| ANSWERS:

round
down
ove:
through
out of
1owards
under
across
past

10 into

W o~ W b W R e

[ZX 1f possible. encourage students to access a map on their
smartphone, laptop or tablet to provide a visual aid while
doing this exercise. Allernalively, find a map on the Inlernet
and display it using a projector, or bring in hard copies of local
maps for students to use. Monitor the activity, and provide
support and feedback as necessary.

Present simple passive

H I 1:48 Before starting, locus students on the Presenl
simple passive section of the Refresh your memory box. If
students seem unsure about this structure or would like some
further practice, work through some or all of Exercises 4-6 in
the Grammar and practice section (page 129 in the Student’s
Book, answers on page 100 in this hook).

Students look at the photo of the [actory workers and guess
what {ype of faciory it is. Ask students to read Lhe questions
and check that they know all the words, including: bake (to
cook food, like cake or bread, in an gven), mould (a shaped
container where you pour a liquid, like chocolate, that then
becomes solid in the shape of the container). Remind students
that cookie is the American word lor biscuit.

Play the recording about a factory visit {or studenis to answer
the questions. Check answers as a class. Use quesiion 1 to
highlight the form of the passive. Write the phrase on the
board; lat, ter mixing, and show how
it is constructed: subject + verb fo be + past participle. Il is not
necessary lo add the agent by the cooks.

(ANSWERS:

1 chocolate chips

2 so that every cookie is exaclly the same size and weight
3 11 minutes
4
5

computers
the cookies are cooled

v
s
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RECORDING SCRIPT

< 1:48

Factory manager: Hi, everybody, and welcome to the cookie
factory! Now, first of all, the flour, butter, eggs and sugar
are mixed in large containers and then the chocolate chips
are added. Please don't touch anything. You can taste
some cookies at the end of the visit! Next, the cookie mix is
poured into silicone moulds. We use moulds so that every
cookie is exactly the same size and weight. After that, the
cookies are baked in the ovens for eleven minutes. As you
can see, everything is done by machines.

Visitor: Excuse me, but are the machines operated by people?

FM: No, they aren't. They're controlled by computer. Now, just
behind the ovens you can see the cooling area. When they
come out of the avens, the cookies are very hot. They are
cooled for fifteen minutes. After that, they are packed.
Finally, the cookies are shipped to customers worldwide,
Now, who would like 1o taste some cockies?

IE & 1:46 Clarify the meaning of any words as necessary.
Give sludents a few minutes o compete the phrases
individually. Let them compare their answers in pairs before
you play the recording. Students listen and check their
answers.

[ANSWERS: il
2 are added

3 is poured

4 are baked

5 isdone

& are, operated
7

a

9

1

are controlled
are cooled
are packed

0 are shipped

A Divide the class into small groups to plan their virtual
tour. Students can use the Internet, if necessary, to research
how to make their chosen product. If possible, they can use a
section of the classroom to sel up various parts of the factory.
When students are ready, they should conduct their tour for
another group. Monitor the language they use and provide
feedback on the appropriate use of the present simple passive
for describing processes.

EXTENSION ACTIVITY

With students who work in a company, ask them to write
a short explanation for a factory tour, or a tour of their
workplace. With university students, issue maps of the
university, if possible, and ask them to do the same for a
group ol overseas visitors. Students can exchange their
pieces of wriling and provide peer feedback on accuracy
and clarity.

(3.4 speaking

.

This module focuses on expressions for presenting a process.
At the end of the module, students have the opportunity

to deliver a presentation. For students who need to deliver
presentations in English, this activity will be especially
beneficial; for all other students, it will provide uselul speaking
practice. The module looks specifically at presenting the
ordering and returns processes. These processes lake place
within the context of a distribuiion centre, where customers’
urders are fulfilled, ticked off in a dalabase, identified through
electronic tagging and despatched

On the Teacher's Resource Disc, you will [ind more related
practice material, including a video (with worksheets)
fealuring an example situation for students to analyse and
discuss.

Internet research

A search for the keywords bad presentations will reveal some
videos of poor presenlations. Students can watch one in order
to make a list of do's and don'ts for delivering presentations.
This research should be done hefore the final presentation
activity.

N As alead-in to the topic, ask students lo look at the
photo and tel! you any words which come to mind, such as:
train, {ransport, goods, speed, raw materials, etc. Then, write
distribution centre on the board and find out what students
understand by this term. The Amazon warehouse is a good
example of a place where goods are distributed (o and from.

Focus students on the example before they complete the
exercise in pairs. When they have finished, check answers
quickly as a class.

How are the goods identified?

Where are the goods stored?

How is a customer's order prepared?

Who prepares the customer's order?

What documents are sent with the customer's order?

thwv bow

FA Elicit the answer to the question. Il necessary, clarily the
use of who as he subject and the object: Who loves you?
(zvho is the subject); Who do you love? {(who is the object).

Because the question is about the agent, the person who
performs the action,

[EX Before studenis maich the questions and answers, ask
them to look at the pholo on the lefi and identify a pallet.
Also, check that students know the term electronic fag. Both
pallet and tag are in the Glossary.

2f) 3e)
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Listening

FN 2 1:49 Before listening, ask students io read the four
sentences and guess the correct oplion in each. Elicit some
answers {rom different students. Play the recording lor
students to confirm or modify their answers. Take whole-class
feedback.

1millions 2 adatabase 3 a picking hst 4 a few hours

RECORDING SCRIPT

- 1:49

Good morning, and thank you for inviting me here today. I'm
here to tell you how a distribution ¢entre works. I'd like to
start by explaining what a distribution centre is. When you
order two or three different items from an online store like
Amazon or eBay™, it's the distribution centre that sends
your products just a day or two later, all in one box. 50, how
do we do it?
well, first of all, the distribution centre has millions of
products in stock, all in one place. The goods are delivered
by truck from manufacturers all over the world. When the
goods arrive, they are checked by a receiver and identified
with an electronic tag. If we don't record every item in the
database, we don't know what we have in stock and where
everything is. Next, the goods are put on racks or, if they are
large products in boxes, like TVs, they are stored on pallets,
Are there any questions so far? No? All right.
Moving on to the next stage; when you place your arder
with the store, a picking list is sent to the distribution
centre. This is a list of products to be picked - or collected -
from the racks. Then, we pack your goods carefully in a box;
an invoice or a delivery note is also included. After that, a
shipping label with your name and address is printed and
stuck on the box. Finally, your order is shipped and an email
is sent ta confirm the shipment date. 1'd like to finish by
pointing out that, very often, your goods are shipped only
a few hours after your order, so you can receive them in less
than 48 hours!
Now, if you have any questions, I'll be happy to answer
them. Yes?

B & 1:49 Elicit some phrases that are useful (o starl a
presentation, to sequence it, and to conclude it. Then divide
the class into pairs to complete the gaps. Ask some students 1o
read out their possible answers. Play the recording again, so
that students can hear the model answers.

ANSWERS:L =
Starting
Thank you for inviting me here today.
I'm here to tell you ...

I'd like to starf by ...

Sequencing

First of all, ...

Are there any questions so far?
Moving on ...

After that, ..

Finishinn

If you have any questions, I'll be happy to answer them.

A Ask students o look at (he photo and tell you what they
Lthink about the distribution centre. Ask: What kind of goods
do yvou think it distributes? Would you like to work there?
Students can do the matching exercise in pairs. Check answers
quickly as a class.

1d)

3.4 Speakin

8 Ask cach pair of students to divide the questions between
them, e.g. Studenl A asks the odd number questions and
Studenl B asks the even numbers. With lower-level groups,
give students some time (o invent their answers. Monitor the
activity and praise as appropriate Deal with any problematic
language ai the end of the activily

| SAMPLE ANSWERS! =N
2 When you press the red button, the machine stops.
3 When the picking list is received, the order fillers prepare
the ordes.
A When a product is not in stock, the stare gives the customet
an estimated delivery date.
5 If two tustomers want the same item, the second customer
has 10 wait
€& If the electronic lags don't work, the order fillers cant find
the yoods.
7 it the database crashes, everybody siops work.
8 Il there’s a truck strike, no goods are delivered.

Presentation

X1 Belfore starting this activity, put studenls in small groups
and ask them Lo describe how they order products from an
online shop such as Amazon, and what they do il there is a
problem with a product and they need 1o return it. Collale
students’ ideas on the board.

Put students inlo pairs and allocale roles, A or B Give

them time to read and understand the relevant information.
Provide help with any words, such as: validate (to prove
that something is true and correct). Give students time to
prepare their presentations in paits of As and pairs of Bs. If
you are short of time, students can prepare in class, rehearse
individually at home and give their presentations in the next
lesson

IEX Put students in A/B pairs and ask them to give their
presentations. Monitor the pairs and take notes on language
as well as content. Take whole-class feedback at the end of the
lesson and, if there is time, invite a strong volunteer to give
their presentation.

EXTENSION ACTIVITY

Students who work can prepare and deliver a mini-
presentalion on distribution in their company. University
students can watch a YouTube video of the distribution
process of a suitable company, take notes and briefly
summarize the process in the next lessan.

-,
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3.8 Writint

2.5 Wnkino

This module focuses on analysing direct and indirect

language. Direct language is oflen used to help people [ollow
instructions; indirect language is often used Lo create a polite
tone and may Tequire some inlerpretation by the receiver of
the information. The module also covers referring to additional
information, emphasizing instructions and writing instructions.

Internet research

A search for the keywords returns policy will bring up the
policies of a variety of retailers, as well as guidelines from
official urganizations on trading standards. Students can do
this research before the lesson as a general lead-in to the topic,
or after the lesson as a follow-up activily. As an extension,
studenls can tell you if they have ever had problems with a
company when they wanled to return an article

Discussion

Il Check that studenis remember the adjective damaged and
that they know the term pickup pomt (a place where you go
to collect goods). Monitor students’ discussions. Ask someone
from each group to summarize their discussion

SUGGESTED ANSWERS:} ol DEReT 1)

1 Many manufacturers subcontract all their distribution
operations to a distribution centre. The faciory may be on
a ditferent continent, and may not have stafl with the skilis
to repair products.

2 They sell at low prices so there is no matgin for distribution
casls.

2 a) For the seller, shipping in larger votumes to a small
number of pickup points is much easier and cheaper than
shipping individuat items to mdividual addresses. b) For
customers, this system allows them to share the saving in
shipping costs by obtaining the product at a lower price.

Models

[EX With larger groups, or to pravide additional fluency
praclice, divide the class into As and Bs. Studenl As read the
email 1o Mrs Branston, and Student Bs read the email 1o Mr
Matthews and the directions Lo the pickup point. Then they
exchange information about the two messages.

Matthews would like 1o have his refrigerator delivered to
his home.

2 Mrs Branston can return her product with the RMA number
and the company will repair o replace it ot refund hes
money. Mr Matthews can pick his refrigerator up from the
nearesl pickup point.

3 Mrs Branston also receives instiuctions about how to return
her product. Mr Matthews also recetves directrons to the
pickup pomnt.

Analysis
I3 Check the answers quickiy as a class when students have
compleled the exercise.

| ANSWERS:}

1 The emails use indirect lanpuage like ‘pleate” and
‘unfgriynately’ to be polite.

2 The instructions and directions use direct language like
“ollow’ and ‘don’t forget 1o be clear

Language focus

B8 Check that students can explain the difference between
attached and enclosed {(ettached is used in an email when you
attach a document; enclosed is used in a letter when you put
something exira in the envelope}. Check students” answers in
whole-class feedback

above

below

the following
attached
enclosed

[ T VY R R

I Students do the exercise individually. Check answers as
a class.

| ANSWERS!

above

enclosed

below

attached

the following

6 above

I Ask students (o look back at the emails on the previous
page and locus on the instructions in model 1 and the
directions in the attachment in model 2. When they have
located and underlined the five phrases, lel them compare
answers in pairs Confirm their answers in whole-class
feedback.

|ANSWERS: 3
Be careful {(not) to ... Ensure that ..., Don't fergetto . Make
sure ..; Be sure to ...

D e

[V B - ¥V

A Divide the class into pairs to do the exercise orally After
they have finished, ask them to write out the instructions in
full. Monitor and check students’ writing for correct spelling.

SUGGESTEDANSWERS: = ==
Don‘t forget to pay for the postage and insurance.

Ensure that the RMA number is ciearly marked on the box.
Be sure to package the product properly.

Be careful not to wear it in the swimming pool.

Remember to charge the battery.

Make sure you don‘t forget to send your product back
within 60 days.

[- T - S TR 6]

Output

El Bcfore answering the email from Magda, ask students Lo
look at the photo to see what kind of pictures she is likely to
receive. Suggesl that students write their emails on a computer
if possible. Monitor this writing activity and offer help and
feedback as necessary.

EXTENSION ACTIVITY

Ask students to guess which of the words in the Glossary
on page 45 of their Student’s Book are among the 7500
oSk Irequeniily Ustu WaTus (sHuw i ih ieu e tie bnossaiy,
They can check (heir answers in the Glossary itsell. in a
printed Macmillan English Dictionary, or in the Macmillan
online dictionary at www.macmillandictionary com.




This case study is centred around the company Digidisc Lid.
Digidisc makes music players which can store CDs. Students
investigate factory workllow problems, which are largely
caused by peor lactory layout, and discuss and present their
ideas for improving the faclory's workflow.

Internet research

A search for the keywords advantages and disadvantages of
apen-plan offices will bring up a lot of information about the
pros and cons of this kind of office. This research should be
done after the lesson as a follow-up activity. Sel up a roleplay
between a manager and a worker Lo discuss the advantages
and disadvantages.

Discussion

¥ Ask students 1o look at the pholo and comment on the
working conditions at the factory. Ask: Do you think the
workers are far enough apart? Do they have enough space?
Do their chairs look comjortable? Pul studenls into groups of
three or four to discuss their answers 1o the questions. Ask a
spokesperson from each group Lo report back to the class

Listening and reading

[ 2 | : 1:50 When students have read the short introductory
text about Digidisc Lid, ask comprehension check questions,
such as: What do they make? Who is the site manager? and/
or reaction questions, such as: What do you think about this
product? Would vou like to buy one?

Many students find that reading and listening to a text
simultaneously is a useful exercise. Ask students to read

and listen, then complete the factory plan. However, if you
prefer to do this activity as a lisiening exercise only, use the
PowerPoinl presentation on the Teacher’s Resource Dise,

or pul the diagram on an OHT 1o display in class. Play the
recording. Let students compare their answers with a pariner
before you check answers with the whole class.

ANSWERS: |
loading bay

arder processing

testing

painting

assembly

coffer machine

store

OTmonNoe

RECORDING SCRIPT

: 1:56

Noah: 5o, the first thing you see when you arrive in front of the
building is the loading bay, on the left. This is where all the
parts are delivered, and where the finished products are
loaded onto trucks.

Lily: Oh, all in the same place?

N: Yes. But the logistics department is just behind the loading
bay, and it's divided into two sections, IN on the left, and
OUT on the right. OK, let's go inside. Now, as we come
through the main entrance, the packaging department
is straight in front of you and Jogistics is on your left, just
round the corner.

L: Ch, yes, | see.

N: When the parts arrive from the loading bay, first they're

checked in logistics and then we put them in the store,

which is here on the right, between the entrance and the
warehouse, Before they're assembled, some of the parts are
painted. The painting department is next to packaging, on
the left. After painting, the parts go to assembly, on your
right, opposite the warehouse. Some of the Digidiscs are
tested. The testing department is over there in the opposite
corner, next to painting. After that, all the finished products
are packaged and then stored in the warehouse. Any
questions so far?

No, | don't think so.

N: OK, so there are just two more important places. The first
is order processing, which is the open-plan office between
logistics on one side and testing and painting on the other,
That's where you're working. And, last but not least, we
have the coffee machine, which is over there in front of the
warehouse. Are you ready for a cup of coffee?

L

L: Oh, yes, please!

Discussion

[EX Divide the class into pairs Lo discuss the work{low at
Digidisc. Take whole-class feedback
SUGGESTED ANSWERS:] C

2 Next, the parts are moved into the IN section of logistics,
where they are checked.

3 After that. the parts are transferred from logistics to
the store. This is disturbing for people working in order
processing, and possibly dangerous for people arriving at
the main entrance or using the coffee machine.

4 Then some parts are taken from the store to the painting
department. Again, this can be disturbing or even
dangerous. The painting depariment is next to order
processing, so there is a problem with the smell of the
paint.

5 Afier painting, the parts are assembled in the assembly
area. The doors to assembly and the warehouse are too
close, so there is a risk of accidents

6 From assembly, some products are 1aken to testing and
then all products go to packaging. Because there is no door
between assembly and packaging, all finished products go
through the entrance and order processing areas.

7 Next. the finished goods are moved from packaging 1o the
warehouse. This is another risky transfer.

£ Finally the produel: smn trp=cferemdd fronm shy0 gnh Ir
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Listening

X 2 1:51 Tell students they will listen to a recording of
a meeting, and they should write in the table the problems
mentioned at the meeling. Then they should compare these
with their own ideas from Exercise 3.

1 the store is too far from the loading bay

2 order processing 1s interrupted all the time, and has the
smell from painting and neise from testing.

3 the packaging department needs mare space; it's too small

there’s empty space in the warehouse - it's too big

5 the coffec machine is in a dangerous place

i

RECORDING SCRIPT

< 1:51

Noah: Hello, everybody. Thanks fer corming. | want to talk about
the way the factory is organized. | know some of you are
having problems. Can we start with logistics? Saeed?

saeed: Well, first of all, the store is too far from the loading
bay. All the boxes and pallets go through order processing
every time we move something!

N: Yes. But the store needs to be close to assembly and
packaging.

5. Well, yes, but a lot of parts don't go directly from the store
to assembly. They go to painting first.

N- That's true, | suppose. Is that a problem for you in order
processing, Katie?

Katie: Oh, yes, it's really difficult to work. We're interrupted all
the time. And what's more, there's the terrible smell from
painting, and the nose from testingl

N: Yes, | can see that. What about packaging? Tina?

Tina: Well, the main problem is that we need more space. The
packaging department is just too small!

N: Well, there’s empty space in the warehouse ...

T. Yes, the warehouse is too big. The finished products don't
stay there very long anyway.

N: Right. What else? Lily?

Lily: Well, there’s the coffee machine.

N: What's wrong with the coffee machine? I think the coffee’s
guite good!

L. Yes, butit's in a really dangerous place. There's always a lot
of traffic between assembly, the warehouse and the store.
I'm surprised we don’t have more accidents!

N: Well, yes, | suppose you're right. But do you have a better

idea?

Hm. Can we move the walls?

N: The walls? Yes. They're all moveable. We can change
everything except the loading bay.

1

L: All right. Well, | think we need to ...

0 E
e banin

Discussion

I Copy the blank factory plan onto OHTs if possible, and
give these oul to each pair or small group to complete during
their discussion on how (o reorganize the lactory.

Presentation

I8 1n their pairs or small groups, studenls present their ideas
to the class. Encourage the audience to ask questlions. Take
notes on whal students say well and any language areas they
need to improve. Finish the lesson with a vote for the best
solution.

EXTENSION ACTIVITY

Play the ‘suggestion box' game. Ask students to think
about their workplace or place of study. Tell them to

think of some suggestions for improvement and write

themn on cards. These could be improvements in parking,
cuslomer service, tidiness of meeting rooms or classrooms,
or anything that would make their workplace or place of

| study more efficient. Put the cards in a box in the middle of
the table. Have a meeting 1o discuss how things could be
improved.




Language practice:
interactive & printable
grammar, vocabulary,
listening & pronunciation
practice activities,

extra printable reading &
writing worksheets

Listen: Student’s Book audio,
fanguage practice audio
Watch: video & video
worksheets

Tests: interactive multiple-
choice test

Resources: word list,
grammar help & writing tips
Teacher's Resource Dis -i
Video: video & video
worksheets

Audio: Student's Book audio
Tests: progress test Unjt 4
Resources: PowerPoint Unit 4,
review test 1 (Units 1-4),
business document Unit 4,
photocopiable worksheets,
Student's Book answer key,
Student’s Book glossary

Subject background

ob interviews tend to be structured so that all candidates are asked the same questions
and have an equal chance of success. There are four main types of interview question,
as shown below. An interviewer might use the guestions in this order, as they become

increasingly more difficult.

Background guestjons

Tell me about your main responsibilities in your last job.

Why do you want to change jobs?
ifi ions relatj he j i lied f

What experience have you had with ...?

How would you deal with ...?

Past-behaviour questions

Describe a situation in which you persuaded someane to see things your way.

Give me an example of a time when you set a goal and achieved it.

l in i i
You are in a meeting. In front of your colfeagues, your manager hlames you for the faifure
of a task. You believe that your manager is wrong. What would you do?

You are managing @ work group and notice that one of your team members has become
angry and hostile in recent weeks. What would you do?

To practise answering these questions, students could take turns to roleplay job interviews.
To make the roleplays reallstic, bring a selection of job advertisements to class, and ask
students to bring in their Cvs,

Useful websites

http:/ijobsearch.about.com

(Type interview questions and answers in the search box)
http//career-advice.monster.co.uk

(Type most common job interview questions in the search box)

CV (from the Latin curricufum vitae) is a short document that gives an overview of

a person’s experience and qualifications. The word résumé is more common in the

United States. A résumé is shorter (one page) than a European-style CV (typically
two pages).

In order to make people’s skills and qualifications transparent across Europe, the European
Commission developed a standardized CV format known as Europass. Some social networking
sites, such as LinkedIn™, also offer a standard CV format. However, many companies require
job applicants to complete their standard application form rather than submit a Cv.

it is good practice to modify a CV each time a job application is made, in order to emphasize
the particular skills and abillties each company is looking for. Furthermore, an applicant who
has changed Jobs often could draw attention to their skills and achievements by making
these the main sections in their CV, and play down their string of short-term jobs.

What makes a successful CV? Possible points include:

*  Using reverse date order (i.e. putting the most recent course or job first) and focusing
strongly on the most recent job. Earlier jobs are only of passing interest to an employer.

= Mentioning personal skills (being task-oriented, having the ability to meet deadlines)
only if they are true for you, and you can back them up with examples.

* Emphasizing achievements — concrete things you have done - rather than just skills and
abllities. For a university student, achievements might include running a university club,
Wy He ]y o SRIE W SpOT

*  Listing responsibilities and achievements with bullet points, and describing them using
action verbs: organized, set up, developed, implemented, liaised with, etc.

SLUEL Rl Ll Ly s vt DN RHE e, €L

Useful websites

On these websites, search for CV templates to see a range of styles.
www.monster.co.uk

http:ffcareers.guardian.co.uk

http:/fwww.cvtips.com
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A7 Alotl business

1.1 About business

This module [ocuses on the process of getting a job. Through
a blog entry, it looks at the story of Lenny and how he got
his dream job. While Lenny took what some people would
regard as a risk to get his job, he also worked carefully on
preparing his replies to questions from his future employer.
Students have ihe chance to consider how difficult it is to get
employment in the current economic climate.

Internet research

A virtual careers [air (sometimes called an online job fair)

is on unline evenl in which employers meet job seekers in a
virtual environment, such as a chat room. It may involve using
email lo exchange information about job openings. A search
for the keywords virtual job fair FAQs will bring up sites
containing information on how such job fairs can help people
to find a job. Ideally, this research should be done before Lhe
lesson to familiarize students with online job fairs and as a
general lead-in lo the topic.

Discussion

EN Before starting the discussion, tell the class about a
holiday job you did in the past: your duties, how you found
the job, and il you had an interview. Then, ask students to
exchange their own experiences with a pariner. Invite students
to share any interesting experiences in whole-class feedback.

Reading

[F3 Ask students to look at the photo of the Google building
and ask them whal they know aboul this company’s corporate
culture. {For example, Google gives ils creative staff time each
week Lo work on personal projects.) Ask: What does the pool
table picture say about the company culture? Give students

a moment o read through the three questions. Tell them 1o
read only the first three paragraphs of the blog. Check answers
quickly in whoie-class feedback. Ask: What do you think
about the risk Lenny took? Would you do the same? I not,
why not?

1 wortking for an Internet company
2 by visiting a virtual job {air
3 he found Annie's name and emailed her

IEl Ask students to reread the first three paragraphs carefully
and choose the correct answers. Check answers quickly as a
class.

ANSWERS:I
1¢) 2b) 3¢) 4a)

IEX Before starting this exercise, ask students (o guess a
possible order of evenls. For example, Lenny got the job is
likely to be the last item; Lenny answered Annie’s questions
will come after Annie sent Lenny some questions, elc.
When they have {inished, ask students lo read the last three
paragraphs to confirm and finalize the order. Let students
compare their answers in pairs before whole-class feedback.

ANSWERS: IR

Annie sent Lenry some questions
Lenny thought about the questions.
Lenny answered Annie’s questions
Annie phoned Lenny twice.

Lenny attended an intervicw in Dublin.
Lenny attended interviews in Cahfornia
Lenny returned 10 Brussels.

Lenny gat the job

00~ th U Inow N

[ Tell studenis that, in the next exercise, sometimes more
than one answer is correct. Ask them 1o reread the last
three paragraphs. When they have chosen their answers, ask
students lo compare their answers in pairs. In whole-class
feedback, encourage students to say where they located each
answer.

| ANSWERS: STl St g me=r = =

ib) 2¢) 3a)andb) 4c)

Listening

I8 2 1:52-1:54 Give students a [ew minutes to study the
table. Play the recording, pausing afier each speaker to allow
students time Lo complete the information. Ask students to
write notes on a separate piece of paper il necessary. Let
students check their answers wilh a partner and complele any
information they missed. Check answers as a class.

Amy

1 she graduated with a Bachelor of Commerce degree, then
she found a job

2 an entry-level job with a small lecal hote!

3 in an ad in the newspaper

4  ayear later, her experience and skills got her het dream job
with Marriott International

Rob

working in a really boring software company

a more creative job with a cool company

he found out about the company by talking about a new

programming language on Twitter

4 he got a job with a company that had everything he wrote
on his ideal employer list

Denise

1 studying her last year at engineering school

2 an internship at Honeywell

3 throygh a conversation with a fellow passenger on a plane
who suggested several companies

4 she was the first person in her class to get a job

LFTIN N e




RECORDING SCRIPY

- 1:52

Amy: My name’s Amy. | did a four-year Bachelor of Commerce
course. When | graduated, | wanted a job with an
international hotel chain. Unfortunately, nobady was hiring,
especially a new graduate like me with no experience.
Eventually, | saw an ad in the newspaper for an entry-level
job with a small hotel in my home town. The money wasn‘t
very good, but [ took the job. | worked hard to make a good
impression and | was extremely flexible. After six months,
| was a supervisor. In less than a year, | was promoted to a
management position. About a year later, my experience
and skills got me my dream job with Marriott International.

« 1:53

Rob. My name’s Rob. | found my dream job on Twitter -
seriously! | was warking in a software company and |
wanted a more creative - and [ess boring - job with a cool
company, so | made a list of everything 1 wanted to find
with my next employer. Unfortunately, my ideal company
didn’t exist. At the same time, [ was learning a new
programming language. 1 started talking to other people
about it on Twitter. One day, one of my Twitter friends
was talking about the company he worked for. | visited
the website and found everything that was on my ideal
employer list! 1 sent them my CV and my Twitter friend gave
me a personal recommendation. After three interviews, |
got the job!

< 1:54

Denise: My name's Denise. in my last year before graduating
from engineering school, | was desperate to find an
internship. | had lots of interviews, but no luck. Gne day
1 was flying home from an interview when | started a
conversation with the man sitting next to me. He was an
engineer and he suggested some companies to contact.
When | got home, [ sent my résume to all of them. A few
weeks later, | was an intern at Honeywell! Everything went
really well and, at the end of the internship, my supervisor
asked me to apply for a full-time position. So | did, and |
was the first person in my class to get a job!

Discussion

& Set up the discussion by dividing the class into small
groups. Tell students who work 1o either ignore question 2, or
assume it means ‘getting a new job’, if this is applicable [or any
employee. Monilor the discussions and take notes on good
and problemalic language used. Ask a spokesperson {rom each
group to summarize the discussion and report back to the
class. Give [eedback as necessary.

EXTENSION ACTIVITY

Students can do further research about specific company
cultures in areas which interesi them. For example, a new
Internet company, a media company such as CNN or

the BBC, a newspaper. lhe government, etc. They should
choose an crganization they know, or research a company
on the Inlernet, and be ready to present some information
aboul it to the class.

This module focuses on questions about a student’s CV. This
is especially relevant 1o students who will eventually prepare
their CVs and apply [or jobs Everyone has a CV and, when

in employment, it is usual to keep a copy on hand, ready to
update and customize if a suitable job opportunily comes up
The module also practises adjectives Lo describe personality
and collocations related to job seeking. Students have the
opportunity 1o listen to five people talking about Lheir jobs
and, finally, they take part in a roleplay between a student and
a careers adviser.

Internet research

A search [or the keywords career personality test will provide
a range of online tests which claim to maich your personality
or skill sct Lo an appropriate job. Students can complete one
of these and report back on how useful they think it is. This
research could be done belore Exercise 4 Lo help with some
of the vocabulary in the lesson, or before the final roleplay to
help studenis decpen their knowledge of the range of different
jobs available

Answering questions

¥ As a lead-in, tell individuat students to ask you a question
from Exercise 1. Answer truthfully Check students know the
term wwrk placement (a temporary job that you do as part

of a course of study in order o gain praclical training and
experience). Divide the class into pairs to do the exercise.
Check answers quickly as a class.

ANSWERS:
1c) 2eb 3a) 4f) 5b) 6d)

3 Beiore starting this exercise, look at question 3. Remind
students that in different English-speaking countries, there
may be different terms lor primary school, such as junior
school or elementary school. Students do this exercise
individually or in pairs. Alter students have completed the
excrcise, check their answers in whole-class feedback.

 ANSWERS:

1 grew up 2 graduated
S resume 6 intern 7 trainee
5 work placement / internship

3 pnimary school 4 degree
8 high school
10 abroad

[ER Put students into pairs 1o ask each other the questions in
Exercise 1 aboul their own CVs. Note: the questions in this
exercise are general, so can be done by all students even if they
don’t have a CV prepared. Monitor the aclivity and provide
any leedback as necessary.

Describing personality

N Remind students that the word stress on employee is on the
final syllable; compare this with the word stress on employer,
which is on the second syllable. Before starting, check that
students know all the words< in the personalitv teat ench ac
demetiding (st ultc Who 1s Dot casily picased or salistivd
Encourage them to guess Lhe meaning of any unknown words
from either the context of a personality lesl or the opposite
adjective provided

Listening

Bl 2 1:55 Tell students they will hear two people taiking
about the test. Play the recording once and ask students 1o
make noles Let them compare their answers in pairs I
necessary, play the recording again Check answers as a class.



4.2 vocabulary

| ANSWERS: = .

They talk about the future, career, productivity and time
management. The woman says she is very optimstic, not
really ambitious but not unambitious, quite hard-working and
terribly disorganized.

RECORDING SCRIPT

- 1:55

Man: How do you feel about the future? Are you optimistic or

pessimistic?

Woman: Oh, I'm always very optimistic. For example, ! never

carry an umbrellal

M: Oh, rnight! What about your career? Are you an ambitious

person?

W: Well, not really. But I'm not unambitious. [ certainly don't
want to be a President or a CEQ, for example, but | do want
to have a satisfying career with variety and challenge.

: OK. S0 are you hard-working?

: Yes, | think so. Of course, | can be lazy sometimes - 1
think everybody's the same. But when there's something
important to do, | think I'm quite hard-working.

M: Right. So you're also very organized, | suppose?

W:. No, actually, 'm terribly disorganized. You have no ideal

But I'm warking on my time management skills!

£z

I3 Ask students to discuss their own answers (o the lest
with a partner. Monitor the discussions and provide help as
necessary

Reading and vocabulary

I Focus students on the title: How to find the right job. Ask
them to predict the content of the article in terms of the advice
it will offer. Collate students’ ideas on the board. Then, ask
students to read the four statements and decide if they are lrue
or lalse. Check students’ answers.

1T

2 F-Hit's better to read job ads, visit job fairs and tell people
you are looking for work.

3 F- Dressing smartly helps to create a good impression.

A F - You should also prepare and ask some questions about
the company.

B3 Give students a few moments to match the words and
create collocations. They should check their answers by
identifying (e.g. underlining] each collocation in the text.

ANSWERS: IR
1e) 2a) 3d) 4h) 5¢) 6g) 7j) gi} %h) 101)

X Students complete the seniences individually. When they
have finished, lel them compare their answers in pairs. Then
check answers as a whole class. In order 1o consolidate the
collocations, ask students to wrile one or iwo meaningful
sentences with some of the collocations. Give an example:
Our university is holding a job fair next week. The last time

! attended an interview, I got lost and arrived late. In whole-
class [eedback, ask some students to read their sentences out
e the s

[ANSWERS:
joh ads; job fairs

ook to hire; career path

entry-leve! job; gain experience

attend an interview; strengths and weaknesses

get to know; make a good impression

LF. W R TURE ]
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Listening and vocabulary

[0 2 1:56-1.60 Belore playing the five recordings, ask
students to predict some of Lhe duties of each of the jobs, ep. a
training manager organizes stafl training; a PA does secrelarial
duties; a public relalions officer ensures that any publicity
shows the company in a positive light; a sales representative
travels in order (o do product demonstrations; a finance
manager looks afler the company accounts.

Students malch each speaker with their job title, numbering
them 1-5. When they have finished, check answers as a class.

ANSWERS: o
Sales Representative

Public Relations Otficer

Finance Manage:

Personal Assistant

Training Manager

Wb A -

RECORDING 5CRIPT

< 1:56-1:60

Speaker 1: I'm responsible for taking orders, presenting
new products and taking care of customers. | do a lot of
travelling.

Speaker 2: I'm in charge of the company’s image: | organize
events and | deal with journalists. So the job requires
excellent spoken and written communication skills.

Speaker 3: | manage a team of business analysts. We provide
key data on revenues, profitability and cash flow to the
management team.

Speaker 4 | assist the General Director. | handle letters, email
and phone calls and | run the Director’s office on a day-to-
day basis.

Speaker 5: 1 look after the development needs of all
departments, | deal with external course providers and | also
coach individuals when necessary.

EEl & 1:56-1:60 Siart by asking students to complete Lhe
gaps using the context, as well as from memory. Then play the
recordings for students to listen and check their answers. With
lower-level groups, pause the recording between each of the
questions.

I.I‘Hul;g 135

responsible; care
organize; deal
manage

handle; run
lock; deal

LE I R P V)

Roleplay

EEl Belore setting up the roleplay, ask students to brainsiorm
different job categories (e.g. physical, creative, educational,
medical, scientific, academic, elc.) and specific jobs within
these categories, and collale students’ ideas on the board. This
will help the careers adviser (in the roleplay) to identify a
suitable job, depending on the student’s skills, and will provide
the student with some ideas.

Nivide the class into pairs and assien toles A and B Give
students me 1o read Ui teltvaiil guuiinatiol Mool
the roleplays and take notes on both good and problematic
use of language. Finish the lesson with general feedback on
performance.

EXTENSION ACTIVITY

Do the roleplay in Exercise 12 again, with students
reversing their roles.
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This module focuses un past tenses: the past simple and past
caontinuous. Typical errors include: forgetting to put the verb
in the past simple when talking about the pasl, using the
regular -ed ending on irregular verbs, and mispronouncing the
past simple -ed endings. We often use the past continuous in
narratives, 1o describe the background 1o something thal was
happening, or in progress, when something else Look place.

Internet research

Ask students to think ol a business person they admire and
scarch for their biography. Students can prepare & short
presentalion on ihe business person’s life and deliver il to

the class. This research could be done before the lesson as a
diagnostic to see how they are using past tenses, or at the end
to provide further practice.

Past simple

TN 2 1:67 Ask students il they know how 1o work out

the pronunciation of the endings of Lhe pasl simple tense.

If not, explain that when a verb ends in a *t’ or 'd’ sound,

the -ed ending is pronounced /1d/; when a verb ends in an
‘unvoiced’ (or soit) sound, such as /p/ or /k/, lhe -ed ending is
pronounced /1/; and when a verb ends with a ‘voiced” sound,
the -ed ending is pronounced /d/. Alternatively, refer students
to page 130 to read the information box. Check that students
are able Lo complete the gaps with the phonemic symbols.
Pause the recording between each answer to provide students
with a chance 1o repeat each of the words themselves.

ANSWERS:

1 looked 1

2 dreamed d
3 talked |

4 asked 1

5 emailed ]
6 posted a
7 replied o
B wanted ut
9 seemed d
10 offered d

RECORDING SCRIPT

< 1:61

1 looked - I looked around a job fair.

2 dreamed - | dreamed of working for an airline.
3 talked ~ | talked to someone called Sally.

4 asked - Sally asked for my CV.

5 emailed - | emailed Michael.

6 posted ~ | posted a comment on his blog.

7 replied - | was delighted when Michael replied.
8 wanted - | really wanted to impress Michael.

9 seemed - He seemed satisfied.

10 offered - They offered me the job.

-

Trvide the (lasc into nairs and nel them e ke 1o 10
rebutid the sentences from the tecording and praclise saying
them Check answers as a class.

3 BrLmmar

ANSVER:

They offercd me the job.

| was delighted when Michael replied
| dreamed of working for &an aithne
Sally esked for my CV.

I looked around a jab faii

I really wantot 16 impress Michael
[talked 15 someon: called Saliv.

9 | emailed Michael

10 He seericd satisfied

o s OV W B W R e

[ER Give students lime to read through the Refresh your
memory box. If students need more practice of either the past
simple or the past continuous, work through some or all of
Exercises 1-7 in the Grarmar and practice section (pages
130-131 in the Student’s Book, answers on page 100 in this
hook).

Remind students that past simple guestions require the
auxiliary drd. Ask two students to read out the example
exchange. Then divide the class into pairs o form the
questions and answers using the verh in brackets to make
their transformation. In the first exchange, Speaker A should
complete the question and Speaker B should complete the
answer. Then ask students Lo take turns throughout the
exercise Monitor the activity, checking for accuracy. Elicit
exchanges in whole-class feedback.

| ANSWERS:

2 Did she read .. No, she didn‘t. She read
about it on the Internet
No, she didn't. She thought
it was a good idea.

Yes, she did. She made a
very good impression,

No, she didn'i. She tald
her to wait for Michael to
tontact her.

Yes, she did. She found his
name and his blog, too.
Yes, she did, but she took
a calculated risk 1o get his
attention.

No, he didn't. He sent her
details about the job.

No, she didn’t. She wrote a
very tareful reply.

Yes, they did. They went
extremely welll

3 Did she think ...
4 Did she make

S Dud Sally tell her ...

6 Did she tind ..

7 Did she take ...

8 Did Michael send her ...
9 Did she write ..

10 Did the phone interviews
go well?

FURTHER PRACTICE

If students need further practice in forming the past simple
tense, ask them to deliver their biographies of business
people (see Internel research above) in small groups and
get the audience to ask questions.

IE8 Focus students on the phoio and elicit adjectives to
describe how this man is {eeling e g overjoved. elated. ecstatic
I e 8 o . R T A
about Sylvester Stallone, the actor famous [or his roles in films
like Rocky and Rambao. Ask: Do you like his films? Why?
Why not? Check that students know the word screenplay

(a story someane writes for a [ilm). Divide students into As
and Bs and give them time Lo read the relevant information.
Students then ask and answer questions about Sylvester
Stallone. Monitor the aclivity, checking for accuracy in
studenis’ use of the past simple.

Lo mn



50

4.4 Specking

Past continuous

) Elicit from students the form of the past continuous, i.e.

I was working. Look at the example given and elicit or explain
why the first part is in lhe past continuous. Draw a time line to
mabke it cleer that one action was in progress when the other
action happened. Ask students o work individually and then
check their answers in pairs. Check answers in whole-class
feedback.

ANSWEES:

2e) 3d) 4a) 51 &b

I and I8l Do the first question in each exercise logether as
a group. Divide the class into pairs lo complete the exercises
Remind students 1o take turns. Monitor the activity. Make

a note of any interesting or amusing responses and invite
students 1o share these exchanges in whole-class leedback.

Students’ own answars.

Il Before starting this activity, ask students to look at the
picture of Mark Zuckerberg, and brainstorm what students
know about him, e.g. he lounded Facebook; he created Lhe
idea for Facebook while still at college, etc. Find out il anyone
has seen Lhe film about his life and, il so, whal they thought
aboul it. Before students do the exercise, point out that
philanthropist, fencing and IPO are all in the Glossary. Clarify
any other vocabulary as necessary. Remind students that they
should use either the past simple or the past continuous form
of the verb in brackets. Check answers as a class.

1 ... he was living in New York.

2 ... he was attending Phillips Exeter Academy.

3 ... he refused jobs at AOL and Microsoft.

4 ... he was studying at Harvard.

5 ... the university <losed it down. /it was closed down by the
university.

6 ... were using Facebook.

7 ... named him Person of the Year.

8 ... married Priscilla Chan.

IEJ This task can be done for homework, and the
presentations and questions can be done in the next class. If
possible, students could use a suitable websile to create their
timeline, such as Timeloast, in which they can insert their own
text and photos.

EXTENSION ACTIVITY

Students research a company history on the Iniernet using
the company's {or another) website and create a similar
imeline. They present this to the class in a fulure lesson.
Allernatively, students can look at the timelines on a site
like Timetoast and repori back on a useful and interesting
limeline.

fiopusinase o0
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This module focuses on expressions for interviews. Most
students will have been for an interview, or will go for one
at a future point. There are many things which are regarded
as ‘good practice’ at inlerviews, and are important to know
and have as life skills. There are predictable elements, as
well as unpredictable elements. There are different kinds of
interviews, such as a panel interview or a second interview.
This module provides practice in roleplaying an interview

On the Teacher's Resource Disc, you will find more related
practice material, including a video {with worksheets) featuring
an example situation [or students to analyse and discuss.

Internet research

A search [or the keywords questions {o ask in a job interview
will bring up some examples of good questions. Students
should select five and then compare their list with a partner.
This research could be done before the lesson as a general
lead-in to the topic, or after the lesson as a follow-up activity.

Discussion

[EN As a lead-in to the topic, find out il any students are
particularly experienced at inlerviews, and who has relatively
litile experience in this area. Ask those who have had a lot of
experience (o share this with the class. Ask- Has anyone had

a bad experience at an interview? Has anyone ever had a
panel interview? Then give students a few minutes W compiete
Exercise 1 individually.

[F3 Ask students to read out the list of phrases in order Lo
practise the siress on the word really and the intonation of
each phrase. Then, divide the class into pairs lo compare their
opinions in Exercise 1. When students have completed the
exercise, lake whale-class feedback. Find oul if there were any
areas in which they disagreed. Elicil the reasons behind the
students’ opinions.

Listening

El & 1:52 Give students a minute to check they know all
the adjectives in the box. Tell students that they will hear

Part 1 of Jessica’s interview for a posl as a management trainee
with Facebook. Play the recording twice il necessary. Check
answers as a class.

[ANSWERS:

T I
ambitious, flexible, tolerant, loyal, hard-warking

some people say that Facebook is already finished

some places are very difficult for 2 young woman; five
years is not very long to become a manager

WA =

RECORDING SCRIPT

- 1:62

Part 1

interviewer: This is just a short, first contact so that we can get

to know you a little better, OK? So, tell me, Jessica, why did
you appiy for this job?

Jessica: Well, | really do think social media can make the world a

better place, and | want to be part of that.

I: Some people say that Facebook is already finished.

J: 'm sorry, | can‘t agree wath that. Of course, the world is
always changing, so Facebook needs to change too. I'd like to
help the company to develop.

- OK. How do you feel about working abroad?

J: No problem. I'm ready to go anywhere in the world.

I: Anywhere? That sounds very ambitious. Some places are very
difficult for a young woman




J: | agree with you up to a point, but I'm a very flexible and
tolerant person.

I: Uh-huh. How do you see your future in, say, five years’ time?

J: | hope to gain business experience and develop my
management skills. In five years’ time, 1intend to be in my
first management position.

I: Five years is not very long to become a manager.

J: Well, perhaps you're right, but, as | said, I'm ambitious, but
I'm also very loyal and very hard-working.

| 4 | : 1:62 Divide the class into pairs to read Part 1 of the
checklist of useful expressions for interviews on page 55 and
complete the missing words. Play the recording again so that
students can check their answers and listen (o the intonation
al the phrases.

ANSWERS:

Discussing objectives

Why did you apply for this job?

! want to be part of that.

I"d ltke to help the company to develop.

| hope to gain business experience

1 intend to be in my first management position.

Agreeing and disagreeing

I'm sorry, 1 can't agree with that.

| agree with you up to a point.

Perhaps you're right, but ...

Discussion

I Beiore starting, check that students understand the
meaning of play devil’s advocate (prelend Lo disagree

with someone in order o start an argument or inleresting
discussion). Divide the class into small groups. Encourage
students Lo use the expressions from the ‘agreeing and
disagreeing’ checklist. You can do this by writing the
expressions on cerds and asking studenis to have the cards
in [ront of them during the activity. They can turn a card face
down when they have used it. Monitor and listen out for
intonation and accuracy, and provide feedback as appropriate.

Listening

A £ 1:63 Tell students they will now hear Part 2 of Jessica’s
interview. Point out that the word easygoing is in Lhe Glossary,
and clarily any other vocabulary if necessary. Ask them lo read
the questions before listening to the recording. With lower-
level groups, pause the recording after each guestion 1o allow
students time 10 write in the missing words. Check answers as
a class.

1 managing; work; organized
2 impatient; public speaking

3 atthe last minute
1
5

working with people
ask questions

4.5 Speeking

RECORDING SCRIPY

< 1:63

Part 2

I: Jessica, what are your strengths and weaknesses?

J: That's always a difficult question! I'm quite good at
managing my work. My friends say I'm never stressed. | think
that's just because I'm a very organized person | don't enjoy
doing things at the [ast minute!

I: And do you have any weaknesses you'd like to work on?

J: Well, I'm usually calm and easygoing, but | know I'm
sometimes impatient when things aren't going well. But I'm
working on it!

I: And how good are your communication skills?

I: 1 really enjoy working with people, and people say I'm very
good on the telephone. Um, | don‘t enjoy presentations,
because I'm not very good at public speaking. But | took a
presentations course last month, and I’'m improving!

I: Good. 5o, Jessica, do you have any questions you would like
to ask?

Ed < 1:63 Give students time to fill in the missing words by
working out the answer, or from memory. Play the recording
again so that studenls can check their answers.

Discussing skills and qualities

What are your strengths and weaknesses?
I'm quite good at managing my work.

My friends say I'm never stressed.

1 don"t enjoy doing things at the last minute.
How good are your communication skills?

I really enjoy working with people.

I'm not very good at public speaking.

[EX Focus students on the example sentences, and check they
notice the pattern: the use of a noun or a verb in the -ing form
after be good at and enjoy. Give students a few moments to
Lhink about their strengths and weaknesses in relation to the
areas in the box, and encourage them to make notes on the
reasons why they are good or poor in certain areas. Students
discuss their skills in pairs. Listen to their conversations and
take notes on good and problematic language used. Provide
whole-class feedback.

Roleplay

X Divide students into As and Bs to roleplay the interviews.
Ask each pair to select iwo inlerviews 1o roleplay, and give
them time to prepare before each one. The interviewee should
consider their strengths and weaknesses and the skills relevant
to the post. The interviewer should make notes on the aim of
the interview. Use additional rooms il possible, and encourage
students to change the furniture to facilitate the interview.
Monitor the interviews. Finish the lesson with whole-class
feedback.

EXTENSION ACTIVITY

In the role of the interviewee, students write an email or
letter to a Iriend explaining why they want one of the jobs
listed in Exercise 9 {or another job of their choice) and why
thicil chialaclel wld shiils arc Wval lunl Uas Jub

|

FheRurinres: 2.0
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5 Weihino
[ 15 Writing

This module focuses on analysing the order of information in a
CV. The order of information will change signilicantly between
someone at the starl of their career, where it is traditional to
place ‘Education’ first. and someone with a long career history,
where ‘Education’ will go towards Lhe end of the CV. The
madule alsa covers expressing information in a dynamic way
and writing a CV. In some cultures, it is vital o ‘sell yourself
in your CV, so writing in a dynamic way may help towards
being shorilisted for a job. In other cultures, being more
modest is important. Students have the chance to organize and
present the information in a CV.

Internet research

A search for the keywords example career objectives will bring
up many samples of specific wording of career objectives.
Students shouid write their own, based on these samples. This
research could be done before the lesson to [amiliarize students
with the idea of writing career objectives, or after the lesson as
a follow-up activity.

Discussion

KN As alead-in, divide the class inlo small groups to discuss
the following idea: You don't haye one CV, but many. Ask:
What does this mean® Have you ever changed you own

CV? If so, what changes did you make? Focus students on
the oplions and ask them to decide, individually, which they
would include on their CV. Then put them back into small
groups to compare their answers. Elicit feedhack on areas in
which the students disagreed.

Listening

E¥ & 1:64 Belore playing the recording, check that students
know the word variable, which is in the Glossary. Tell students
they will hear a recruitment consuliani ialking about the

issue of what Lo include in a CV. They should compare his
ideas with their own. In whole-class feedback, elicil students’
reaclions by asking: Do you agree with the consultant?

RECORDING SCRIPT
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What do you include in your CV? Well, for almost everything,
my answer is ‘It depends’. [t depends on the country, an
the culture, on the company, on the job ... There are so
many variables, It's important to think about those variables
and write your CV accordingly. So, for example, if you
want to work in a country where religion is important,
then, of course, mention your religion. But in most
countries, religion is a personal matter, so it's not relevant
or appropriate in a QV. If an attractive photo gives you an
advantaqge, include it. If you're applying for a job as a pet
shop manager, include your pets in your CV. | think the main
thing is to ask yourself, does this information make my CV
more attractive to the employer? If the answer is 'yes’, then
include it. If the answer is ‘no’, then don't.

Model

A Ask students to read the CV and choose the correct
answers. When they have finished, check answers quickly as
a class.

| ANSWERS: RS =i

1woman 2amanager 3Toronte 4 automobil
5 languages

i+, Businoss o4

Analysis

¥ When students have finished numbering each section, let
them compare their answers with a partner. Check answers as
a class.

1 whaolam

2 what il want to do

3 whatt know about my subject

4 what | know abaut wark

5 what ! know abaut leadership

6 whai else | can do
7 what other people say about me

[ Before eliciting students’ answer to this question, ask:
Which is first on your CV - Education or Work experience?
Why?

ANSWER:

It is usual to put professional experience first, from the maost
recent to the oldest, before education

Language focus

I8 write the job titles secretary and gdministrative assistant
on the board and ask sludents which they would use on a

CV and why. Explain that ‘secretary’ may sound a litile old-
fashioned nowadays, whereas ‘personal assistant’ sounds more
positive and dynamic. Students do the exercise individually
belore comparing their answers in pairs. Check answers
quickly as a class.
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1 | assisted the supply chain manager.

2 | updated the supplier database ..

3 ... and coardinated meetings.

4 | worked as an administrative assistant.

5 | dealt with all hotel and travel bookings.

€ | designed, planned and implemented sports and outdaor
activities.

7 Imanaged a team of volunteers.

8 [ handled the team's budget ...

9 ... organizred matches ...

10 ... and ran events

[EB Focus studenis on the first question and ask: Why is

the rewritten example better? (The {irst sentence gives the
impression of being less focused, (i.e. what jobs?} whereas
the second seems more focused - more specific and relevant.)
Elicit an example for the second sentence, and then let
students complete the exercise themseives. Monitor and offer
help as necessary

SUGGESTED ANSWERS:

| dealt with hotel and travel bookings.

1 handied the mail and deliveries.

I ran the company stand at an exhibition.

i welcomed visitors to the company.

1 provided food and drinks in a movie studio.
[ designed and implemented new procedures.
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Output

E3 11 possible, enter the phrases on your compuler and share
the document with your students. They can then rework the CV
on a computer in pairs. Encourage students to include suilable
headings. If possible. students can print out the reworked CV
and exchange it with another pair to compare their work. They
should discuss any significant differences. Ask some pairs to
give feedback on any points of discussion o the whole class.

Yann Leroux

Date of birth. 21 April 1990
Nationality: French

Address: 18 ruc des Moines, Fani!

Career Objective
| hope to gain expenence and develop my skills in a general
management pesitiog, in the hotel and restaurant busimess

Education
2010-2013 MA International Economics, American University
of Paris

Work history
lanuary-June 2012 wark placement, Volkswagen, Wollsburg,
Germany

1 assisted the Accounts Manager
June-August 2011 McDonalds restaurant, South Kensington,
London

| managed the latchen staff.
June-September 2010 holiday job, Club Med, Tunisia

| welcomed clients and provided tood and drinks

Positions of Responsibinty
Student representatrve at Universily

| coordinated monthly meetings with management
Committee member, Brest sailing club, 2007-2009

| organized and ran the annual regatia

Other

Fluent English, basic German

Active member of Paris fishing club
Own vehicle and current driving licence
Motor boat licence

References
Available on request

EXTENSION ACTIVITY

For homework, students should louk at their own CV and
make three changes 1o it, either by making a phrase more
dynamic, creating a beiter impression, or simply tidying up
| the look of it in terms of layout or formatting (e.g. using
¢ hold/italics, changing fonts, changing the size of type, etc.).
! They should explain their changes 1o & pariner in the next

I lesson.

In Lhis case study, students read three job advertisements for
different positions: a lraince sales rep, a business analyst and
an operations management trainee. Studenls complete an
application form and roleplay a panel interview [or one of
the jobs.

Internet research

A search for the keywords job imterview do's and don’ts will
bring up some interesting and useful advice. Students should
nole down the tips they find most useful and then compare
their list with a partner. This research could be done before
the interview simulation in Exercise 6. or after the lesson as a
lollow-up activity.

Discussion

KX Before starting this exercise, brainstorm ways in

which people lind jobs, ¢.g. looking at advertisements in a
newspaper; looking for a job on the Internet; through family
or friends (e.g. a [riend’s parents may help you get a job in
their company). Divide the class into groups of three or four
to match the items in the box with the percentages in the pie
chart.

A When students have seen the results of the survey, elicit
their reactions. Ask: Are you surprised at any of the statistics?
Encourage siudents to share their thoughts on how these
stalistics may be different in their own country.

Scan reading

EX Check that students know some of the keywords on
the web page first, such as: rewarding and orthopaedic (see
Glossary); affordable {cheap enough {for ordinary people

to be able to pay). Give students a few minuies Lo scan the
three job advertisements. When they have found the specific
information, check answers as a class.
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Business Analyst

Operations Management Trainee
Trainee Sales Representative
Business Analyst

Operations Management Trainee
Operations Management1 Trainee
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Reading for detail

X Ask students to read through the advertisements carefully
in order to locate the expressio