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How to be assertive

How fo train someone
How fo evaludte someone
How to interview someone
How to be supportive

How to motivcaite someone

How fo be an intermediary

How 1o plan a project
How fo discuss resources
How fo discuss budgets
How to discuss problems
How to update

How fo give feedback on
a project

How fo link idedas in
a presentation

How to highlight key info
How fo respond to questions

How fo improvise in a
meeting

How fo lead a meeting
How to brainstorm ideas
How fo reach a conclusion

How to follow up a meeting

How to make smail taik
How to tell a story

How to host a formal event
How fo gossip

How to make a speech

How to show someone rounc
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How to get through to the
right person

How fo make conference calls

How to give technical instructions

How fo be concise in an email
How to be formal in an email
How 1o be clegr in an email

How to check instructions

How fo make arangements

How fo present yourself in an
interview

How 1o negotiate

How fo talk about best
practice

How fo repeit back on o trip

How to write o report

How to use phrasal verbs
How fo understand fast speech

How tfo improve your
pronunciation

How to undersfand different
Englishes
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Starter

1 Complete #
feachert

‘How asseztlve are yﬁu?'

‘Do you: :
ask questions when you are cenf se:
yes [/ no / unsure
) complainina restaurant if the servi

is slow?
yes [ no /unsure

. 3 find it difficult to say ‘no When yo
want to do something? =

yes /no /unsure Gl
; 4 find it easy to tell people what t
) yes /1o / urisire - ]
5 interrupt people when they sa
= something you do not agree wi
yes /no [ unsure
prefer to send an email Ia.ther th
speak to a ‘difficult’ chent? R
yes / no /unsure
7 volunteer your opinion at & meet1 '
when you think someone is wron
yes /no / unsure . Sl

Writing

1 A supplier has been late in their delivery
of several orders. As a result, you had
to make last-minute changes to the
production schedule. Write an email to
the supplier informing them that you will
not accept any more mistakes. Use DESK
from Expressions to help you structure the
emdiil. Include the following expressions:

D = point out that / several mistakes /
serious consequences

E = very dissatisfied / poor service / sales
department

S = need / guarantee delivery dates in
future

K = inform you / repetition late deliveries /
look for another supplier

__ou fe ]._.not what you think
w_a;_._r_t,.t m_s1mple terms

/a1 Martin is the sales distribution manager for

a franchise mobile phone company. He is
speaking on the phone fo his boss, Jane.
Read the text above. Then listen to their
conversation. How does Martin apply DESK?

"5 9 Put the words from the conversation in the

correct order. Then listen again fo check.

1 as / well / we / aware / youre / a /
staffing / have / big / problem.

2 finish / what / me / was / let / 1/ going /
say / fo.

3 feeling / what /fo /is /| /say [ my [/
mean / overworked / that / feam / are.

4 agree / that / right / you / we're / must /
now / understaffed.

5 clear / want / this /| / be [ to / perfectly.

6 anything / promise / | / you / though /
can't / afraid / 1'm.

7 | /the /it / no/way [/ see [ weve /
choice / other / got.

_Lﬂnguuge box
 The expreSs:ons wish and If only are used to
2 express desires or feelings.

'.Llse wish and if only with the past simple
~ fo express someihmg you would like to be
e -c}lfferem now:

sl wish | had Cl befter Jobl
(=1 would like @ different job)

' If only he spoke better German!

(_ his level of German isn't good enough)

- Use wish clnd .rf only with the past perfect to
B _'express your feelings now about something
 that happened or some’rhmg you did in the

pas’r :
| wish we'd never ssgned this contract.
(=we s;gned it and | think it was a mistake)
I only | hadn't bought this carl
(_ I'm nof hoppy It's not a good car)



: Speaking
o3 Jane has spoken to Peter, the managing ; 1

You and your teacher work for the same company.
director of the firm. She then meets Martin y peirty

i ; ; You have recently changed your job in the company
again. Listen to their conversation and and now have to drive a lot more on business. You
answer the questions. , also have more expenses and are not happy with the
1 Does Martin get what he wants? i present system of claiming these expenses back at
2 How dssertive is Jane? the end of each month, (Your teacher is responsible

) ) : for paying expenses.) Using the DESK technique,

4 Look at the following direct statements. : role-play the following situation. Try to use language
How could you make them more indirect or from Expressions and the Language box.
diplomatic? ;
1 Taking on two more people is impossible! i

We undetstand the situation. |

: You:
: = Use your own car at present (approximately 1,500

2 | kilometres / month).

3 When can | have more staff? « have an average monthly expenses claim for last
4  Wait for the fime being. ; three months of €250 - can you be paid weekly?
5 Talking about this is a waste of time! « are using your own credit card a lot fo pay for

6 Believe me about a replacement forTony. | expenses. Possibility of company credit card?

. . . ) i :
© 5 Listen again. What expressions do Jane and i
Martin use instead of the sentences in 47 ; « knows company cars are provided when job involves
more than 30,000 kilometres a year.

« knows company policy for expense claims is monthly
but this depends on the amount. It is possible to pay
cerfain expenses in advance.

« knows that up fo now eonly the managing director
has a company credit card. How much is this really

needed?

F &= BN BN B BN BN BN BN BN BN BN BN N BN BN BN BN BN BN BN BN BN BN BN BN . g
: Lesson record :
Use wish and if only with could when you know 1 3 new words 3 useful phrases [ |
that it is impossible to achieve what you want: I from this lesson from this lesson L
| wish | could fake a couple of years off and : 1 1 :
el afourid fie ot G I ol P S B, '
If OHIV they COUid Cu.r the prlcel I 2 .................... 2 ............................................... .
(= but they can'f) V' Bmennmas T — E
Use wish and if only with would to say you do : :
not approve of someone’s behaviour. § Things fo remember 1
| wish you would sfop interrupting! B P T OO e SRR AL '
(= you do this frequently and | don't like if) 4 #
i only hewiouidn't send e oilfiese el : ................................................................................. :
(= | receive too many emails from him) R T OReR RN 1
I --------------------------------------------------------------------------------- l
Look 1 [

e R R R R R
Look at listening script 1.2 on page 122, Find 1 :
more examples of wish and if only. I R P SO R P P P IR R i
| |
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or not?
2 Look at these ways for learning a new task.
Which do you think is the most effective?
listening fo an explanation
reading a book

4
£
|
]
]

role-playing

shadowing an experienced person
learning by doing
wartching a film demonstration

low 1o frain someone

Speaking

1

Look at the pictures from a manual for
warehouse workers. Imagine that your
teacher is a new employee and train
them how fo do these tasks. Remember
that the pictures show advice and
warnings.

—
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EXpressions

Kasia and Harry are trainers for o large
distributor of medical and toiletry products.

Today they are running a one-day seminar
for recently recruited salespeople. Listen to
four exiracts and number this list of training

fechniques in the order they occur.

. pair work discussion
emphasizing Key points fo take away
. stating what will be studied in o session
. praising frainees
. brainstorming ideas
group work
signposting the stage of the session
. ole-playing realife scenarios

Match the trainers’ comments (1-9) with the
functions (a-i).

1

O ® N O O BN

guage box

Ouir topic for foday is ‘pharmacy visits'.
Please get info a pair with another person.
[ need a volunteer.

Make a list. You've got five minutes.

Don't just falk about the products.

Now I'll pass you over fo Kasia.

| think that's the last one, isn't it?

The six Ps, as we called them.

That's all for foday.

___."'Ing’rhe normclword e
nd auxiliary verb. It is normal

© Weis -dskmg"quesi‘fons
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warning students what they shouldn't do
closing the seminar

concluding a section of the seminar
stafing what will be studied in the session
checking with trainees

reorganizing people

asking for a frainee fo help

setting frainees a task

using a@ memorable name to help
students recall important points

o 3 Replace the words in bold in sentences 1-6
with one of the verbs below in the correct
form. Then listen again to check.

reflect on  explore clarify underline
demonstrate examine

1
2

We'll make clear some ground rules for visits.
We'll look at a few ideas to encourage the
pharmacist fo buy more items.

OK. Alex, you'e going fo show how not to
do it.

Everyone else watch and think carefully
and seriously about what he's doing
wrong, and how he could improve,

With Harry, you've investigated how to sell
the perfumes and feiletries,

I'd just like fo stress the key points we've
been looking af today.

Inversion occurs affer as to express a
similarity:
They buy a lof from us - as does the next
shop we're going to visit.
He's a great person - as is the whole feam.

Look

Look at listening script 2.1 on page 122. Find

four m

ore examples of inversion.

Writing
1 Imagine that you have to train someone to do one

small but important task that you regularly perform in
your job. Make a list of:

» the main things they will need fo know or understand
» the key things they will need to be able fo do
« the most important things to warn them about.

2 Now write a training document for that person,
explaining what they need to know about the task.

Try to use inversion in your writing. (Note that it is
particularly common in formal written English.)

Lesson record

3 new words 3 useful phrases

from this lesson from this lesson

1 ssnmmnmmn 1 rni i i s s A e R s
e — e W W OO
Bibsrnmrannys s B R S B R aY
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How to evaluate someone

Starter

1 Look at the
Do you thi
effective in a

2:

Uses of performance appraisals

+ helping management to supervise
subordinates mo1e closely

. making decisions on promotions,

transferrals, and dismissals

. motivating employees by giving
thern feedback on their strengths

and weaknesses

. deciding on training plans

. establishing pay rises and/or
bonuses and who to allocate

them to

Speaking

1 You are Jerry DeSouza. Role-play
an appraisal with Mira, one of your
receptionists (your teacher). Use your
notes below.

Commercial orientation

2 Doesn't promote more expensive
packages and memberships

Time management

3 Punctual, somefimes doesn't submit
weekly customer report on time

bsingess one L one

 Notonly ..

Expressions

1 Complete the performance evaluation

document with the headings below.

good needs improvement
does not meet minimum standards
excellent average

Exceptional performance. Employee not only 7

achleves set objectlves well above established standards
but also makes accomplishments in unexpected areas.

Consistently goes beyond established

: standards in most areas of responsibility. Employee both
meets job requirements and reaches objectives above
established standards.

Employee fulfills all job requirements and

achmves set objectives to an appropriate standard.

. Employee either fails to fulfil set objectives

w1th1n appropnate standards or does not completely meet
; some job responsibilities.

__Employee neither meets job responsibilities

nor achieves important objectives.

2 Look again at the performance evaluation
document in 1. Can you explain the words
in bold?

3 Read the written comments from the
performance appraisal of Jerry DeSouza,
manager of one of the Kool Karaoke chain
of karacke clubs.

 Language box

: . but also is used to emphasize
'__'.c:ddﬂian, wu’rh either a posmve or negative
_-'_-_-'I-mecnmg :

The compony has not only developed
~ innovative praduots but c:lso won awc:rds
for ’rhém ;

.ilf m:rf onfy 13 cc‘r ’rhe begmnlng of the sentence,
0 ln order to be more emphc:hc, we invert the
;...:sub]ect and verb:

- Not only did you “arrive late. but you also
o di clm‘ go to the meeting.

"-I-Bofh and is used fo combine two olements:

. Youcan both scan and prmf with this
mc:ohme




Mr Deouiza hias not only fourid inpcvafive s
atfracting more: customers but has aise v :
keep within budget, Therefors be haf Li
bringing fhﬁ chub back intd- prof ity

Mr Dedouza could definitely ifﬂg';'raw,“.' o
e prefers to work alone, which is neitter.
his co‘t'taagu% fior Justamabm il ’rhel_‘tarr' '

M Dedotiza hag beert ma\cmrd an’ a{‘mrt'
e jard b more #rammg for v new E/mp aqw&

DP%oum needs ie wnr‘s' on

How would you ra’re Jerry in each area :
based on the ratings system in 1?2 Complete
the table with your ratings (1-5). :

Competency
Commetcial orienfation
Teumwork

Either ..

. or shows fwo ql’rernatlves

We should either get paid over’rlme or hc:ve' 7
fime off in lieu.

Neither ..
negatives:

The new office is neifher comfor‘rc:bie nar
convenient.

. hor shows d combmqhon t:\f

We invert the subject and verb oﬁer nor for
emphasis:

Jurgen neither phoned me bc:ck nor dld he
reply to my emails. -

Look

Look again af the texts in Expressrons F| nd
more examples of these phrases i

Writing
1 The following exiract from a performance appraisal

uses only simple sentences. Rewrite it in a more
sophisticated style by joining some of them together.

is hard-working. She is well-motivated. She

f_\‘liil]:l:]; works alone. She does not cormmunicate enkri.;g‘i}
with her colleagues. Her colleagues do not always e
when there is a probler. This can lead to dis appm]; ems
customers. She should talk to therm about any pre blee ms,
Alternatively, she could email them about any pro :

sually Ms Lee 18
anulges within two days. She is polite an

on the phone. Wi

about her from t
any complaints from her colleagues.

d friendly

Lesson record
3 new words 3 useful phrases
from this lesson from this lesson
. i Iy T T iyt ks S A S R G A R
D R R - SO e L v - 00
. S T —
Things to rememier
l .................................................................................
I i R A S TSI B SN R R 8504
I .................................................................................
240 [ ST e O e A
l .................................................................................
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customer- _focused. She replies to /i

= have not received any complaints v
he customers. We have not received ¢

|
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How 1o interview someone

achieveme
crealivity
leadership skills

relationship building

self-awareness

teamworking

having the determination o meet the
required goals and targets

showing an understanding of your own
emotions and how they impact on the
behaviour of others

warking co-operatively fo achieve goals
being able to think beyond boundaries fo
credte new ideas or approaches

seeking opportunifies to contribute fo
positive outcomes for clients, with the aim
of reaching win-win soluticns

enabling others fo develop confidence
and realize potential through
encouraging, inspiring, and supporting
them

Speaking

1 You are on the interview panel at
Sage & Wise. You're going to focus on
achievement skills. Put your notes below
into a logical order, and then, using
the language from Expressions and the
Language box, ask questions about the
candidate’s experience. (Your teacher

is the candidate.)

business one : ena

Expressions

1 Read the advert below. Which of the
competencies in Starter would be
specifically relevant?

Sage
Wise
Applicant sought for a senior consultant to join vibrant team
in Manchester. The position involves working on consumer

brands,_ You wﬂl work at a strategic level, and will maintain
and build relationships with your clients and proactively look |

Senior PR consultant

f

‘to develop those accounts. As well as day-to-day direction

with key account holders, the job includes:
* project and event management
» high-level media management
+ working closely with a small group of colleagues

+ meeting tight deadlines.

HE TR 2 S

‘. Sage & Wise have shortlisted two applicants
for the post in 1. Listen to an extract from
each interview. What relevant experience
does each candidate have in relationship

building?
Candidate’s experience
1 George

general information. Further questions aim to |
get more detail and confirm the information the
. Intery Iooking for. They often finish witha
- hypothetical and/or reflective question.

| ~ Open questions can be Wh- questions

- or statements beginning Tell me about /

. Desciibe..:

| What do you admire in the way your
 collecgues work? .

Tell me about an occasion when you came
~_info conflict with a colleague.

- Statements reflecting the candidate’s

~ experience, followed by more open questions
. are then used to find specific evidence, or

_ highlight gaps in a candidate’s experience:




3 Which candidate would you offer the job
to? Why?

“0 4 Listen fo a short exiract of the interviewers

discussing their opinions. What is their
choice? Why?

“o 5 Listen again to both exiracts. What

expressions do the interviewers use instead
of the phrases below?

1 according to what has been done so far

2 something in particular that someone
gives (fo a project / activity)

3 vyour job fo do something

4 having the ability fo decide on something
and act alone without the help of others

5 the perfect person for the job

6 keep in fouch with people on a regular
basis

7 able fo focus on more than one thing at
a time

8 demonstrating real experience of fasks

able fo look closely at small but important
aspects

10 showing henesty and professional
commitment

What interests us is your own involvement.
What was your role in the project?

One thing you don't appear to have is
experience with the latest software. How
would you get yourself up fo speed?

Closed (usually Yes / No) questions are used
fo confirm your understanding of what the
candidate has said so far:

So did you gel everyone involved?
Hypothetical questions probe more deeply,
sometimes about the position applied for:

What would you do if someone was reluctant

to join in?

Reflective questions can be used o round off
“a topic:
How did you feel about this decision?

Gl

Writing
1 You are interviewing a candidate tomorrow for a post
in your office. It's important that their teamworking

skills are good. Write two questions for each category
in the Language box related to teamwaorking.

2 Write a short advert for your own job. Include phrases
from Expressions.

Look

Look at listening scripts 4.1 and 4.2 on page 123
and undetrline all the questions. What category in
the Language box does each question belong to?

SN BN NN BN BN BN BN BN NN BN NN BN RN AN AN BN SN AW R S SN B g
: Lesson record :
I 3 new words 3 useful phrases |
: from this lesson from this lesson :
B e o ] | ey i
1 |
1 2 D TR A A "
. [ B i e S R B 1
| i
| y i
g Things to remember ¥
' ------------------------------------------------------------------------------- I
P ]
Bl o R A R A S i S AL R R |
| i
. ................................................................................. .
. iiiiiiiiiiiiii I
B s s A B 5
l ..o bR AR T A R |
fi 1
. ................................................................................. .
| |
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 Expressions

Tamara is the Human Resources Manager
of La Cascada, a medium-sized hotel in a
naticnal park. Felipe, a junior employee,
comes to falk to her. Listen and decide

Starter what problems dre discussed.

Tamara asks Felipe guestions to show
support and to allow him fo tell his side
of the story. Listen again and complete
Tamara’s guestions.

1 You're walk
when you
worried or up
you understand

2 When being supporiive, do you think it's : 1 What can R R
more important to give advice or fo listen? i

E 2 1 1 T ?
3 What makes . 5
' 4 Could you . T e A

=R o T o R ——— ?

Speaking ' Language box

1 Your teacher will role-play a ccllecgue 2 'Adverbs can show your opsnlons and
who has the following problems. Listen, . interpretations. Use them at the beginning of
be supportive, and offer advice where - aclause fo indicate your own view:
approptiate. Try fo use language from S S’rupidly- he’s handed in his resignation..

Expressions and the Language box,

« | have too much work o do and I'm A

getting stressed out. _Seemmg!y and apparently are often used of
the start of a clause to say that you think you
know somefhlrjg but are not 100% certain of
the facts:

Apparenﬂy ri arrived too Jcﬁe
Seemlngly no one wenf fo the meeting.

Worrylngly the deadlme is fomorrow.

« | think | made a bad mistake in my
work last week.

« | reclly don't get on with one of my
colleagues.
+ Customers hove made some complaints 0
about me. : When used before an adjec‘nve an adverb
oo ‘have g different meaning from the same
-adverb at the beginning of a clause:
Surpnsingly | felt tired, (=1 was surprised that
| felt fired)

E 12 business e @ ae



Writing

£

‘03 Listen fo Tamara falking to Magda, the 1 Your friend Jack works for ancther company, but
senior recepfionist. What problems do E you both frequently use a live messaging program
Magda and Tamara discuss? How does to gossip about work. Read the printout of a short
Tamara show sympathy and support? :. chat you had this morning. Then write your missing

4 Make sentences to be supportive using the ! responses fo Jack's messages.

words below. You should use the words in
the same order, but may need to change
the tense of the verb or add words.

e e e e T

Example: Not / worry. : Jack Hil
Don't worry, . f You o
1 You / lock / like / you / get / something /| # Jack Terrible —I'm in big trouble.
mind. You ; e
2 Be / something / you / discuss? } Jack Last week | got an email from a source | didn't
3 What / earth / wrong? i recognize. | opened the attachment and it

4 1/ rot / Relp / unless / | / know / what / contained a virus. I's destroyed loads of files on

problem / be. the company computer!
i v\_:\' .. .
5 1/sa/somy /[ hear [ that i . s
; | ' i
6 You / be / not / first / person / this / : chk | know! But | still feel pretty stupid.
happen. You R T B —_
7 Be /anything / |/ do / help? ; Jack No. But thanks for offering. | hope my boss is as
Y2 ; _ : understanding as you! Anyway — can’t chat now.
° 5 Tamara says all the sentences in 4. Listen E I'm talking to the IT department about recovering
again to check your answers. : e ek,
You
; \
e i e S R B S S i e B e B S S e ’ A T S A ST E S Y TR RS SN 11261 R

: Lesson record :

| felt surprisingly tired. "1 3 new words 3 useful phrases |

(= | was surprised by how tired | f’em 1 from this lesson from this lesson 1
You can use adverbs fo modify ofher -1 U T R — i
adverbs. The adverbs positioned first are 1 1
usually adverbs of degree, for example: L 2 R s AR RS VRS i
entirely, extremely, greafly, highly, hopefessm & 1 3 3 i
moderately, quite, rather, really, very: L S s :
They finished the meehng extremely qum:kiy i : Things to remember :
Look _ 2 e : ................................................................................ -
Look a‘]‘ hster“ng Scnpfs 5 'l gnd 5 2 on I ................................................................................ ]
pages 123-124. Find more examples of e ———— U :
adverbs, Find one excmple of seemmgry "f_' .
C]l"ld ohe of appcrenﬁy Dec|de Why Y ; R R A s e S .
Tamara uses these Words : : R Bl S R R R I R S R 1
N "

g l ................................................................................. l

1 |
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In this le i «, Expressions
ways of ' ing ) 1 Cheung has transferred from the Shanghai

in their

1

office to the New York office of Verne &
~ Brewers, the audit company she works for.
.~ Listen to extracts from two meetings she has

Starter . with Greg, her line manager. The second
- . meeting takes place six months after the
Which two'g ] e first one. Answer the guestions.
most at wo 1 In the first meeting, what problems does
« perks or beriegh o Cheung have at work? Why does Greg
« challenging work = think Cheung should not leave New York?

14

Do you think your colleagues would reply

comfortable environrment i 2 Inthe second meeting, why is there a
' possibility of o new job for Cheung? What

helping others does she have fo do to get the new job?

high status
praise from others : 2 Which of these phrases does Greg use

: when he is encouraging Cheung to stay?
: Which phrases does he use when he is
encouraging her fo go for the promotion?

financial reward

differently? How? _ ! 1 Don't be so hard on yourself.

It's a great oppoertunity for you.

You shouldn't give up so easily.

It's up fo you to go the extra mile,
We'll be counting on you to make the
most of it

6 You just need to give yourself a bit more
: fime.

(&2 T~ - N

Speaking

1 Role-play the following sifuations with
your teacher. Try to use language from
Expressions.

« One of your kitchen sales reps
(your teacher) has failed to meet the
last two months’ sales targets, despite
apparently working hard. They are
feeling demotivated and not making
as much effort as previously. You have

a meeting fo improve their motivation. We also use ’rhe present continuous to talk
« The same kitchen sales rep has made : about-crrc:nged cchwhes in ‘rhe near future:

a great effort and has been exceeding P ; S

targets for the past few months. They

now have the possibility to go for a

sales manager position by taking part b bt ; :

in management training. Motivate them ~~ they reflect a negative atfitude:

to spend fime on the training and go = We re always frying o improve our service.

for the promotion. St S‘!anﬂy comﬁfqmrng

| We use "r'he'p're'sen’r continuous to talk about
_.ach\n'ﬂes hc:ppenlng now or temporary

DUsINEess G L ahe
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Writing

"0 3 Correct the mistakes in the sentences. E 1 Cheung wrote this email offer her first meeting with

Then listen again to check your answers. Greg. Read her email and write Sara’s reply. Try to

1 You've been coped very well with the ; use some of the language from Expressions and the
workload. i Language box.

2 OK you're having some problems in
the short pericd, but you can turn these :
around guite quickly, :

3 Thanks for all the hard work you've been : Dear Sara, E
putting up. i : i/
: ; : Thanks for the mail — great to hear from you and catech up ) i

4 I'm also really pleased for fhe way you've :

managed to integrate info the feam. YTy g B

S

5 If you can keep on the good work, .. you Well, | have to say things haven't been easy for me since
stand an excellent chance of promation. | arrived. It seems like it's been one problem after another.

6 I'm appreciating the fact that you haven't i First of all, it was hard to find an apartment, then | had
been here long. E trouble getting my residence permit, and there always

7 I'm sure you wouldn’t have any frouble : seems to be some new problem with the office work. |

i think | underestimated how hard it would be to work in
a different culture, and in English. My colleagues are
friendly, but | don't always understand them — especially
i their jokes. But that's not the worst part. What's really

i difficult is when | go to meetings and everyone’s talking
at once — then | just can't keep up.

adapt to the new role.

: | have to admit I'm feeling a bit homesick too. I've even
& been thinking about asking for a transfer back home.
What do you think | should do? I'd welcome some advice.

: Take care,
Cheung

3 T S T T T T T B el G T
e e A e 4 0 o s < e 82 B L G e e e T e e e T e

_ 1 Lesson record :
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