Jone Were all under a ot of stress, Martin, nnd

Martin | want this fo be parectly clear. | nead
twe mode full-time pecple. I'm sure you can
appreciate that,

Jane | see. Do you have a breakdown for the hours
your department hos been working?

Martin  Yas. I've preparsd this report covering ihe
kst three months fogether with mry forecast for
the next thres.

Jane  OK 11l toke it up with Peter. I'm afraid | can’t
promise you anything fhough. You know what
he's like when it comes 1o employing peopla.

Martin Yes, | know. but the way | see it we've gof no
other choice.

1.2

Jane  I'moofraid | don't have much good news for
you, Martin,

Martin  Go on.

Jone  I'm ofaid that toking on two more peeple i
out of the question for the fime being.

Martin  But | thought Id made it clear in my report
that ..

Jone Just a second. We do oppreciale your
situation and we ars leoking for ancther
person to reploce Tony. If ondy he hadn't left the
company like he did.

Martin | wasn't surprised. He was fesling the
pressure like everyons else.

Jane  But if only he'd stayed on for a couple of
months.

Martin 1 wish he were still with us teo. But | need to
know when | can expect to get the siafl | nesd.

Jane 1l hove o osk you 1o put up with the
situction for the fime being. Personally, | wish we
could hire move people stroight away but Peter
says he won't take on anyone unfil he finishes
our shrategic planning for rext year. You'll have
@ replocement for Tory soon,

Martin  Good, Perhaps we can manage for a
couple of months more but my people oren't
going to be pleased, They'e

Jane  ¥'m sorry fo inferupt, Mcrnn. but there's really
not much peint in folking atout this any more.
You know what Peter's like. Youll have fo give him
same time.

Martin | wish Pater wouldn't fake 5o long on
declsions ke this.

Jane  WYes, | know, but | con assure you that you will
hove a replacement for Tony soon.

Martin  Good, You know, sametimes | wish I'd never
agreed fo the fargets for this yecr
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2.1

1

Kasia Qur toplc for today is pharmocy visits'. We're
gaing to look ot how you should aronge your
doy's szheduls. Then wer'l clarify some ground
rules for visits, In addition, we'll examine a few
ideas to encourage the phamacist fo buy more
items. First, let's think albout planning your visifing
schedule. Please get into a pair with anofher
parson. | want you 1o tell your partnes how many
pharmocies you typically visit in a day and haw
you plan the ifinerary.

2

Harry 50,05 Kasia hos just explained, it's important
fo estoblish o geod appart with the pharmocist.,
Why? Well, of course. he - or she - will ba the
person who makes the daecision about how
mary lings of leothpaste to stock, which window
posters to display, and which promations fo
run, Right, | need o volunfesr Anyena? Come
on. don't be shy, Great, thanks Alex. OK, Alex.
You're geing to demonsinote how not to do it
I'rn the pharmacist, | want you to come inte my
shop ond greet me. But - please do it as badily
us possiblel Everyone else woitch and reflect
on whaot he’s doing wrong and how he could
improve. You can stort now, Alex;

Alex  Er .., Hi Hithene Er ..

Harry  Mery goad. Or should | say very bod? OK,
thanks, Alex. Right. Get into o group of three. First
discuss what Alex did wiong - then think about
this question: "Whaot are the things thal help o
create good rappart? Make o list. You've got
five minutes.

3

Harry  And so let me stress - don't just talk about
frva products, Much more important than what
you say is what you show, Do remember thatl A
fop tip is that one geod product somple is worlh
a thousand words. Arywary, now 'l pass you over
for Kisia,

Kosla  Thanks. Right. so with Harmy you've explorsd
how to sell the perfurmes and toiletries, but what
about medicinal lines? We have to consider
how these are difierent, Also, think about what
you nead to kéep in mind when promoting
medicines. Don’t forget that sales for thesa are
less predicioble than for toiletriss. Nor should you
ignore the influence of weather, news coverage,
and govermment announcements. Hardly hos
the Deparfment of Health hinted thot o fiu
epidernic might be on fhe way than demand for
fiu remedies con suddenly leap up S00%.

Harry  Wall done, Anishe ond Loto. That was an
excellent prasentation, as were thay all. [ tkink
thot's the last one, isn't it7 Right. So before you
go, Fd just like lo underline the key points we've
Baen looking at today - the six Ps, as we called
them. Firsfly, whenever you go ouf in the flaid
be sure fo concantrate on being preparad,
professional, and punctual. And secondly, know
your products, krew your promotions, and most
Importanily. get fo know yaur phormagist. OK,
thal's all for foday, See you next monthl



4.1

1

Stephen Greaf. We'll move on to o different
cormpeatency: relationship building. Kathy, over to
¥ou

Kaothy George, based on experience, describe o
fime when you built or sfrengthened o chent
relationship for a PR event.

George Well once, we were pramoling sporswsar
at a regional championship. Participants wore
fhat brond. and we hod some of thern an locai
modio, We alsc had on article in the press.

Kathy  You menfan your team. What interests us is
what you did personally. What was your specific
contribution to the outcome?

George Wall, it wos: feamwork. Buf | organized
the newspoper coverage. I'd worked with fhem
betore.

Kathy  And did the event meeal your clients’
expaciations?

George Oh, fhey were very plecsed.

Kathy We sometimes work with the food industry.
Heow would you find celebrities fo endorse. say. o
brond of orgonic food?

George Well erm .. moybe conioct film stars who
are environmentally cwans?

Kothy OK. And fhen?

2

Kothy Thank you. Let's tum now fo relationship
building. Slephen?

Stephen OK. Kirsten, teli us obout a fime when
you built or strengthenead your ralafionship with
a chent,

Kissten  Well, recently, | was responsible for the PR
of an Ameriean band touring in Gemarny, And |
worked closely with a national radic DJ. He ran
o live interview with the lead singer, and ployed
tracks from their new CO. Id worked with hirm
betore, but this was fantastic exposural

Stephen How did you decide which medio fo
approcch?

Kirsten Wl | figurad this DJ would ke the music.
and | alsa liked the band! it's about knowing fhe
ftorget audiences.

Would It be more dificult iy dicin't like
their music?

Kirsten Maybe, but stil @ challenge - that's wiy |
tove this work, 1t's abiout taking initiative, and how
1o approdch o peoject.

Stephen Wos the bond satisied with what you'd
done?

Kirstery O yizal

Stephen  Your experience is largely In Germany, Dur
ideal condidate is someone who can build ond
maintain regukar contact with clients and the
media, How would that work far you in the UK?

Kirsten | get fo know peocple easily. And sarme of
my contects work internationally, on English
publications,

4.2

Stephen Sa?

Kathy Well, with George it wos difficuit 1o work oul
what he'd octually done himself, Also, [ dan’t
think he has the multFtasking skills needed,

Staphen Yau clearly feel Kirsten is the more
credible candidate,

Kathy Yes she lolked with real hands-on
exparience and aftention to detail, ond an
understanding of the problems that ooour .,

Stephen  But her contoct list is Sarman,

Kathy Sure, bul she learns fast. She'’s not yet 30,
but she's monoged high profile events and has
excallent communicafion skils.

Stephen  Hmm, | did like how she tolked about her
wedknasses, ond overcoming them. She certainly
has integrity.

5.1

Tamara  Come in, Felipe. Hove a seat. What can |
do for you?

Felipe | wondearned il it would be possible to have
next Wednesday morning off. I've got a dentist's
appaintment,

Tamara  Thal shouldn't be a problem. I'm sure we
can cover thot,

Felipe Thank you.

Tamara  Was there anything else?

Felipe Wl Er ... it's o bit difficult fo say,

Tamara  Go on, Felipe,

Felipe | warited fo osk if | could stop working on
the reception team

Tamara | thought you were gefiing on rother well
thare.

Felipe | quite enjoy it but | 2eam to do everything
hopelessly badly,

Tamara What makes you think fhat?

Felipe ‘When there's a serous problem, | don't
radlly know what to do. Like fhe lost child ranning
amund iast week. | think | made things waorse.
And last night,

Tamara  Ah, yas. | hecrd that there was same
trouble. Could you fell me what happened?

Felipe About midnight o whole group come
back inta he hotel. | think they'd been ot a
wedding. They were amazingly loud - singing
and shouting in the foyer and slarmming doors.
disfurbing everyene. Magda was upstains. so |
WS O 1Ty 09N

Tamara  Well, that would have been a poblem
evan for an experenced recaplionist,

Felipe | iried fo go over politely and osk them fo be
mona considenate. But they just laughed at me.

Tamara  Hm. So you fried firmiy but factiuly fo calm
the stiuation down, That's good.

Felipe But they took no notice of me.

Tamara But, clearly, you did the best you eauld. Don't
wairy. These things come with experience. Anyway,
you said you were hoving problems generally with
reception woek, 5o, what do you fhink we can do
o help? i you've got any idecs ..

5.2

Tamara Let's go info my office for o moment.
Meagee, You look iike you've gat somathing on
wour mind.

Magda Yes erm ... | wanlad fo lalk about Felipe,

Tamara fHght, Apparently, he had some problems
with o noisy parly of guests lost night.

Magda That's frue. The guests were wandering
around guite happily, not causing any frouble
ond. amazingly, he just started shouting at them
After o few minutes the phones ware ringing with
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e. Frankly. he
ouisly with gueests,

; 1690, What on earth's wrong?

Magda Wl ..

Tamora | can't help unless | know whot the
problem is

Mogda Somecna broke info rmy car this moming.

Tomara  Oh, how awful for you! Did they take
arything?

Maogda My loptop. Stupidly, | left it an the bock
seat ond 5o i was easy to see,

Tamara How ferriblel I'm so sorry fo hear that. Was
thare arylhing impaortant on #7?

Mogda Some personal photos. some work,
Fartunately, | hove bockups of all the imparkant
filers but it was o new computer and I'm just very
down atout if.

Tamara  Oh, deor. You're not fhe first persan this
has heppened to. Seerningly, there have been
o lot of break-ins around hera recently. I there
arything | can de fo help?

6.1

1

Cheung  I've come 1o 566 you becouse | don't
think things are really working for me hens, 5o I'm
fthinking that itd be bast if | could be fansfermad
hame,

Greg Whoa! Holdd on o minutel Why don't you
think things ars working? | havan't heard any
camplaints, In fact, 've heard how hod you've
been werking.

Cheung Thal's because | have 1o, You know Fve
never worked tatally in English before, and it
fokes me ages to deal with ail my emails ond go
thraugh oll the documents. The othars are akways
crificizing me for not being ready on time.

Greg  Are you sure theye riot joking? You know
they all miss deadines fram tima e fime.

Cheung | don't know. Maybe. | don't think my
English is good enough. 'm canstantly moking
mistokes, Maybe i'd really be best I | ke,

Greg Don't be so hard on yourself| Evaryane makes
mistokes sometimes, Look. | understand its not
eosy to move 1o o new couniry, but you shouldn't
give up 5o easily. | think you'va been coping very
well with the workiood. OK. you'te hoving same
prablems in the short term, but you can fum
Ihese around quite quickly. You just need to give
yoursell a bit more fime, You'vie only warked hers
two manths so far

2

Greg 5o, Cheung. how do you feel it's going?

Cheung Well, | think | fit in more. I'm fesling o lat
mare comiforable here now and the work sesms
to have been gefting easier, although I'm still
reqlly busy.

business one | one

Greg | know fhings hove bean pretly hectic. Sa.
thicnks for all the hard work you've been putling
in. I'm also really pleased with the way you've
managed o infegrole infe the feam - you're
wiarking really well with the athers = and with
your resulfs, In faet, f you con keep up fhe good
wark, and pick up just o lithe bit more speed,
you stand an excelient chonce of promaotion.
Irene Stevens, the manager of fhe Boston office,
is leaving in ning manths and you're being
considared as her replocement.

Cheung  Wow!

Greg | opprectale the foct that you hoven't
been here long, buf I'm sure you wouldn't
have any frouble adopting fo the new ole. You
hove fen years' expadience of auditing in the
manufacturing sector plus the right offitude.
‘We're always looking to promote people with
your kind of infemational experence.

Cheung Thanks.| ...

Greg Its o great opportunity for you and we'll be
counting on you fo make the most of it 11 do
everything | con fo help you get the position. but
Is up 1o you te go the extra mils fo prove you'me
ready for i,

7.1

1

Sabine  Sabine speaking.

liso  Sobine, hii've hod an email from Yictor.

Sabine Oh, | see. What does he want now?

Llisa {'s just thot ha's been asked when the
orchestro will be arriving in Hong Kong. | wos
wondearing if youd be able to fell me because
I've been told they'd have to argonize o bus from
the oirport,

Sabine  Honestly. I'm really unhoppy obout fhis. e
been frying o find out for the last week, Victor
knonws that,

Lisa Well. do you hoppen fo hove the fight detoils
yei?

Sabine  No. I'm stil walting for an answer from the
trovel opents.

Lisa OK. Well, whan they get in tauch with you, do
you think you could let the concert promoter in
Heng Kong know?

Sobine  Yeah OK.

Lisa Thanks! And perhops you could copy Victor in
fo the email. Then he'll know too.

Sabine Yeah, yaah, OK,

2

Dominik  Hello?

Lisa  Hi, Dominik, it's Liso,

Dominik Oh, hi, Lizo. What can | da for you?

Lisa Wl it's about Radio Klassik, Vietor's asking
il @ meeting could be sef up with them, He's In
Moritreal af the moment, and says it's rather
Important,

Dominik  Oh, right. The mdic. Yeah, It was mentioned
last week thot we should be pushing thot sort of
pubdicity.

Liso Wet, it wos suggesfed it coutld be next wesk,
ar fhe first week of May, Would you mind giving
them a ring?

Dominik  Sure. Oh - incidentally - befare | do, would
you be able fo ask Victor It he wanis the meating
af ihe mdio studios. or bock at the office?

Lisg  Oh. OK. Il get bock to you.

Dominik  Thonks!



8.1

Katarina Qur Hip-Hop Souce hos baen o huge
sedler 50 we'e plonning on developing o new
sauee, To build on the success of Hip-Hop we
need io tosttrock this new sauce onto the
shehves by early May. So the time o market is just
nine months. Right? This meating is o infarm you
about what some of the main porameters o
and fo agree how we'te gaing to do this. First of
all. we're oll meeting Tuesday the aleventh next
month ta brainstorm basic concepls and names.
Make sure you plan that in. And up 1ill then, you'll
be using the next four weeks fo research. Right.
Who's going fo collect fogether some classic
cookbooks and get o team trawling through
them far any good ideas?

Masha [l take that, Kotarna,

Kataring  Great, Right, next. we need o team fo
work in pasaliel to Masha's group, gaing round
the ethnic focd shops and restourants ond
oringing bock any interesting Ingrediants they
can find.

Peter | can organize that.

Kataring  Thanks. Peter. After the inifial meeting.
wa're going fo spend a faw wesks sorting
through all ihe ideas while our chefs are cooking
up some triol souces. Af the end of the monih,
we'll meet and choose the thiea front runners.
Wwe'll get market resecrch under way as fast
as possiole on these. Peter, after we've chosen
aur thres, you need fo prepare a quastionnaie
and |'ll be working with you on fine-tuning the
questions to ask. Will you be able lo do that?

Peter Yeah, sure.

Katarina Masho, we'll need some accurale
research about who Hip-Hop's customers
actually are. Firsl, phone-survay our Souce
Ciub members. Then put fogether some focus
groups. Finolly. ge some foste tests done in o fow
supermarkets. Plan for ot least fve different stores,
Con you get ofl that done by mid-August at the
latest? Is that o realistic deodline?

Masha Well yas. if's pushing it, but | fhink ir's just
possible.

Kataring  Now, thers are two caveats, Firstly,
we can't ofiord to let these dofes skp af ol
Sacondly, we hove ne confingency budget.

Masha  What?

Pater  How will we make sure that everything's
geing prapearly?

Katarina Therz'll be an impartant waypeint af the
and of August when we'll pause and check that
everything's on track. That's the update meeting.
After that, the final decisions will be faken o
the beard meeting, That's always held in early
Septamibzer

Peter Ssptembar, right.

Kataring Than. it we get the go-ohead, we'll move
sticiight on to the next phase with full RED.
clongsids technicol and marketing planning. Is
evaryone OK with that?

Masha  Er ... Yes.

Pater Certainly.

Katarina  Right, lst's geat this show on the road!

2.1

Russ  Gustay bi, s Russ. Can we speck about the
Balfic project?

Gustav  Oh, hi. S0 you got my email?

Russ  Yeah, Well, you'll oppreciate we hove o set
budgets in atdvance and stick to them, I'm aimaid
| can't possibly up the budget by the amaunt
you've reguested. We don’t have excess funds.
The most | can offer is an extra 10%.

Gustay  Uh-huh,

Russ I seams there's o distinct lock of respect far
fhe assignment we've given these guys, Each
of the members of the tleam have to be aware
ol the budget consiraints, There'll hove o be a
drastiz eut In their expenses,

Gustay  Right. Er. OK. I'll send them each an email,

Russ  And, why is Jon on the project if he cant
wialk?

Gustay  Well. he's the only member of the team
whao was involved in fhe Southem Europe
upgrade in July - wa needed sameona with firsl
hand experiance. Thers ars faw peopls around
with his level of expenence.

Russ  Fair enough. And the hatel? Is it five-star?

Gustav - Not exoctly. I'll contact the manager in
Wilmius ond see whot's she's booked,

Russ Good ideo, Gustav, | won't cover every
extended hotel fslephone call either. We
alieddy pay thair cellphone bills and thay run
up those enough as it s, Nelther am | prepared
ta fork cul for dinnar each day Il most meals
ore E70 per heod. if they wish to consume wast
amounts of aicohaol, then they do so af thelr own
axpense. And by the woy, we'll need copies of
aveny reeeipt fo support this. And, er. Gusiow - |
oppreciate that we are making a major overhaul
of hardware, but fhe cost of the new PCs seems
excessive

Gustay  Well, apporently the guys hiove baen
sourcing most of the equipment themselves. They
haven't been using the preferrsd suppliars who
affer us o discounted ale.

Russ Please ask them fo go thiough the proper
channels in Vilnis.

Gustav  Er, will do.

Russ Taght, well pieose send me a revised budge!
o 300N Qs you con, We have sufficient time fo
set things stroight. and there's no shartage of
prior budget plans o help you cost things out,
O, Gustav? Maybe a liffle more time spent an
this for the next project wouldn't a bad fhing.

Gustay  Ves. Russ, OK. Many thanks.

10.1

Vanessa My vanances report shows the sales
forecast we prepared last year together with the
actual sales figures. These figures are not definile
yet but any significant change is highly unkikaly,

John  Hove yau gel the figuies for the cost of sales
too? You know you're gaing aver budget there
and ws moy hove o problem.

Vanessg  Yes, | do.When we approved the budget
we thought IF was likely fhot soles of the rew
range would toks off raiher slowty, hit o peak
in the summer seasan. and then drop off
towards winter, We projected soles of 85,500 and
89,250 pounds for the first and second quarber
respeciively. Tne cost of saiss wos astimated at
around &0% of the sales price and budgeted
at 51,100 and 53,550 pounds. We seriously
undamestimoted the potenticl suceess of the new
line. The figures lor the some two quartars show
sales of 98,000 and 115,640 pounds.

Marie Hm, Why do you think we underestimated by
5o much?
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this mionth? Are you
550 Yes, Qur an
05,000,

on with three more

oles were bound to

svery reoson 1o be
optimistic. We're quite cerlaln thal soles for fhe
fincd quarier will ba ower £1%0, 000, amounting
to o gross profit of over 187,000, Thai's £40,000
mere than our inifial foecast,

John  Could | just say something? I've been
checking your figures and yes. revenue from
sales is much higher than we expecied. But
the cost of sales is also much higher thon we
budgeted for. That's bound 1o hoppen as a result
of the increose in turnover, more materials, and
all the other overheads, but I've noticed that
opentional costs hove Increased significantly
recently. Wholt's thot due to and is it Bkeky to
contines?

Vonessa  |'m afroid it s, inaddition fo the usual
overheods, wa'ne poying overtime 1o cower
for the increased production. Pockaging and
transportation costs are up as well, There's also
a slight chance that the cost of coffon could go
up fowards the end of the year.

John  Monessa, if your forecost is correct, we might
have o problem with finoncing fhe cost of sales,
The mone we sell, the more we foce o potential
cash flow problem, You'e aleody nearly £70,000
over budget. We might need fo set aside some
extia capiial. We may even howe to a shiort-
ferm loan from the bonk to cover additional
opsafing expenses,

Marie Well, that's a good pioblem to have

actually ..,

11.1

Sang-Hyun Well, of course we can only deal with
this probiem if we know what's behind It Loaking
ot the traffic report, it seems that the problem
could lie with the usability of the wabsite. People
are spending a long time browsing, but the
conversion rate is very low. What do you think,
Jo?

Jo Could it be becouse people are womad about
whether the clofhes will fit them or not. o thay
browse on the website, but prefer to buy actually
in the store?

Son-Do  Bub wa've got the sizing guide anling. and
avar if they buy the wrong size, they can stil
raturn them for free.

Jo Youre right, Son-Do. but perhops that seems like
oo much incomvenience, Grooe, do you ogrea?

Groce | suppose you could be right. In that cose,
we need o way of reassuring customers that
fhvey're buying the right thing. Even thaugh we've
got the sizing guide, not to menfion the changs
vignw chonge colous, video, and zoom inouf
features, it seems people ane still not completaly
confident buying online.

Ja | know Whal if they could somehow virtually try
on the clothas? Would thaf be possibis?
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Grace Well, | don't know, Even it it wam possible,

1 think it'd be costly. but we could always
investigate.

Sang=Hyun Haold on o minute, Gracel There's no
point spanding time and money devetoping
new fectures unless we know that's whot's of the
oot of the prablam. We should becr in mind our
initicl markat study showed that peopls were
quits open to online clothes shopping, and That
our competiton seem fo be doing well with their
onling sales.

Son-Do  Song-Hyun's right. Let's not get camied
away, You can see from this report that users are
spending oges on the different poges. and when
peopie do buy something it offen tokes o long
firne for then to move through the order process,
I'd soy we could have a problem with the
technology. It could be that the averoge user's
oparating systern con't odequaoiely support
the website, Ii's all very well having a high-tech
wabzite with lots of flash and video imogaes. but
unless people can novigate it guickly, they'ne not
going fo bother fo order,

Song-Hyun There could be somesthing in that. So.
now we really need fo speak to IT fo find out how
wi can invesligale this,

12.1

Luis  So. Giliam, we've just got time for o quick fowr
of the brewery before we meet the management
feam,

Giliant Fine by me, Luis. I'm really only here fo
catch up on what's besn going on since my
last visit.

Luis Wl thera’s no need fo sse the new boftting
line - you saw thot on your lost visit,

Giliom  Yeah, how's if golng?

Luis  Fine, we'te now warking two shifts. The eal fest
will come in the summer when we'll be warking
three shifts a doy, seven days o week.

Giliam  Hrnm, Could you show me the new fraining
rooms first? Staff froining wos one of the fop
pricdites in iy last repart,

Luis Mo problem. ! con also show you what steps
we've faken In fhe area of communications, So
far wa'te very plecsed with the progress we've
been making in boith arsas.

Giliom I'm glad fo hear that, Training ond
communications o key asas we should ol be
working o

Luis Pedro Mufioz, our new personne! mancager,
will be coming fo the meeting later on and he'll
b= bringing you up fo date an all that,

Gillam  Good. | dar't think | know him, da 7

Luis Mo, He started waorking for us just after your
last wisit,

Giliom  Will we hove time fo see the new rsacter
as well?

Luis Yes, of course.

Gillom  Fine. Head office hove asked me to ghve it o
speciol mention in my mport, |s it working to full
capacily now?

Luis  Almost, It's been in cperation for about
four months now but we're beginning 1o see
consideroble savings in energy coste.

Giliam  But has it helped reduce the problem with
waste disposal? You were having real problems
with that the last fime | came here. That's why we
approved the budget,



Luis  Well, Giliom, you'll be plecssd fo leam thot its
not anly solved the probiem but that we'll be
making mansy from it in the near futurs!

Giliom  Now that is inferesting.

12.2

Luts 5o this is the new reactor, We ware hoving big
problems with the disposal of the woste that we
filter out of the beer. Until recently we wera giving
it cway to local lanmers.

Glliam  Yes, | know, Waste disposal’s o big probilem,

Luis  Then four months ago we installed this reoctor.

Giliom 2o how's If going?

Luis  Well, it's now working twanty-four hours o day,

It dries the waste which we plan fo sell as an
orgonic ferfiizer.

Gillam  Yes, congratulations, Luis.

Luis Thanks. However one development that you
might be unawere of is that we're now using
the heat produced in the process to obtain hot
waoter for cieaning operations. S0 we're hardly
wasting any water ... and were saving monsy
there foo.

Giliam What about your energy cosfs?

Luis We'll be saving about €10,000 o month by this
fima next year. That means thof the new reoctor
will e paying for itsalf in threa yveors' tima.

Gillam  Great news|

Luis  Yes. | have a full dossier for you fo lake away,

Giliom Great. It ol Iooks vary promising. | really am
most impressed. You've ceralinly accomplished a
Ia since ray last visif.

Luls Thank you. | think we've succesded in making
everything work a lot mone sfficientty. Well .. lats
go - they'll be waiting for us

15.1

Mark Haove a look al the next slide. As you can see
framn the foble on the right, we curmently nove
around 650 car renfol outlets in 24 countries
- that tofal includes both notionol companies
and franchised operations. As the following slide
shows, the best part of 400 of these outlets are in
the United Stotes, You can also see that there are
|ust short of 30 offices in Canada ond almost all
the rest, that's 226, are in Western Europe with a
little over three-quarters of our Europecn offices
inthe UK ... er ... at the last count thot was 179
offices. Now, | want you fo look carsfully ot fhis
second chart, which compones those numbers
with the previous yeor. Warldwide, the number of
outlats hos follen by just under 13.5%. In Greace.
for exomple, we've lost roughly o quartes of aur
24 franchisees, and the numbsr looks ke rising.
Let me draw your aftention to fhe seventh and
eighth colurmns. it's only in Sarbia and Bulgaria
that the picture is healthier, with our first 20 or so
autiets in each country. 11l leave that shde on the
scneen for o minute so thet you can sfudy it The
question is: what con we do about it?

15.2

Mark 50 why hove car rertal numbers dropped?
Well, the simple answer s thot our infemet
presance has consistently let us down. The graph
hare - no, somy, not that slide. bear with me, ah
wes, here we are - the ¥ culs of this graph shiows
the number of hits on aur main brond website
in the UK. The X axis shows the last 12 months.
And what does this shaw? Well, I'm sure you've
noticed .., fewer than 10,000 hits in March. That's

about 7,000 down from the same month the
year befome, And from that we had only. | reckon,
In the: regicn of 600 direct saies. This slide shows
o web seorch | entered |ast week for the key
words “discount cor hire France”. Where do you
fhink Gofar comes in the lisfings? Well ... notice
that we don't evan featurs on this front page -
of rmughly huenty webshes. And aven worse,

we aren't on page hwo sither. The dedicated
customer will finally discover us somewharne
around enfry thirty-five: No wonder our potential
cusiomers never find ws. Sa | ask you .. is that
goed enaugh?

16.1

Jomo  So. | hope thet you'll agree that this retail

and leisure park development |5 nathing shaort of
sensctional and exactly whal Kimberey needs.
Right, now I'd be very hoppy fo answer any
guestions you may have. Yes. At the back. The
lady in Blus,

Woman 1 Exactly how many shops will thera be?
Joma  Yes, fhank you. | really wontked o clarfy that.
I-

There'll be spoce for three anchor stores -

known chains ar department stores - clongside
seventy-ight smaller outlets of various sizes. in
the third row. Yes. you sir

Man 1 You mentioned a foed coun. Will this just be

fast fond?

Jomo  Well, | wish | coutd answer fhaf right now, but

octually I'm not sure. It depends very much an
who chooses to rent the space. Sorry! OK. The
laagy in the fiont row.

Woman 2 You'e building this wholly unnecessary

centre when what Kimbertey raaliy neseds
affordoble housing.

domo  Mmim. Yes. Thank you. Er. Of course, | have fo

disogree with your calling this ‘unnecessary’. We
firmily believe ihot this devetopment s crucial o
the future of this fown. OK. The man in the middie
with the blue jocket, No, fwo seats fo the leit of
o, i

Man 2 What excctly will ..
Woeman 2 You haven't answered my queshon!

Kimberey needs homes - nof shops,

Jomo Well as | tied fo make clear earlier ..
Woman 2 The anly thing you think obout is profit

- us residents are worth next o nothing in your
ayes!

Jomo  If youd just et me finish. As | Iried 1o make

clear earlier - we do fimly believe that thisis a
positive development for the fown, I will halp fo
rolse the econamic situation of the whale region,
attracting in fum new jobs ond new housing.

Er. raybe | can retum fo this matter later on. Siy
you wene going to ask?

Man 2 What exactily will this cost local residents in
terms of toxation?

Jomo  Erwe don't expect thene 1o be any significant
costs 10 locol residents as most of ihis is inanced
from the govermment's regenaration gront for
pricdty locations, If you'rs inferested in looking
info this, sie we've put cll the figures on fhe project
website, Yes. lef's hear from the young man
putfing his hand up - over there - on the oisle,

Man 3 Do you live in Kimberisy?

Jomo Ah Mery good question, Mo, | don't = but
I'd certainly consider moving here anca this
development’s been bulltl Madam?

Woman 3 You soid 'l be o beautiful building. |
fhink It an eyasone.

business one ; one
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George We've receivad this from fne dean, [l just
read i, "We regret to inform yeu that, due to
budget restrictions. departmental funding will nat
be increased in the coming year Kristing, tedl us
moes,

Roman  Cutrageous! Especially when Hispanic
Studies have anather 5% increase this vear |
knew | was In the wrong deparfment, English is a
warld languages, you know!

Ga?;{pe es, Roman, we know, On, Alex, You mode

Alex  Yes, 1 was trying to find o security cord for the
main enfrance - they're closing ot five today,
and ..,

Gaorge Right. Knsting, please?

Kristina  Oh, OK Well ... I'm not sure how much
you already know, but ... we meally can't go
an working like this. The budgst esfrictions
mean rathinking our whole approaeh fo the
departmental financas, So wa've bean looking
info possible grants, and so for I've found an
EUl project. To give you an idea, the aim is 1o
link up with other Europeon universities on
speclic projects, and then opoly for grants for
development and eo-operation. Er ... | hope I'm
not going over ground that someone slse has
covered before.

George  No, goon.

Kristina  Well. it's not o new EU palicy. | regret not
appiying for o grant lost year, octually. Br ... What
was | saying? Oh, yes. The advanioge is that it
will help rolse our profile abrood. 5o, to do fthis,
there's some information thal needs collating.
First, | nead fo know what contacts you have at
universities abroad, And sscond, Id like fo put
together a list of our areas of experise, and
match them with those of researchers in ofher
countries. Then we con start applying!

Roman  And how moany university partnerships
should we come up with?

Kristing - Offhand, | can't remember But | think IFs of
least three, Anyway, | dan't think there's amthing
alse | can add al the moment. I'm afrold |
haven't actually got the sheets ready for fifling in
with details of your contacts. Er ... Il izave them
in Eva's office on Monday. OK?

George Great. Thanks, Kristing!

2

George Alex, perhops now's o good moment fo
mention the thesis business.

Alex  Ch, if there's fime. Yes. I've got some
informiation somewhers hens abaut it .. AR, heme
we are, IF's just a small thing reclly. | meant to
sand an email reund. Arwway, I'm sure you know

lusiness one : one

that we've been forbidden fo use the regular
university printing facilifies for our students”
theses as they don't allow copying In large
quaritities. But | wanled ta say that the new
copyshop in town hove offered 1o cogy ond bind
theses al 10% off as long as they're delivered
betors their deadiing. | need to get back 1o
them, but what do you think?

George Il sounds like o good armangermant fo me.
But couldn't we fry 12 ... or evan 16% off?

Alex  Hmim, uniikely, but 'l ask. The deadline is
mid-Apnil, So tell students to foke their theses
thare by March the thirty-first fo be on the safe
sicke, And I'd odvise yau fo let students know
saater fathar than loter Thaot's about it, really ..
Oh no, lock at the time. it's gone five o'clock!

18.1

1

Paul  Well, thark you all for coming but 'm afraid
were already running behind schadule. 5o,
da you mind if we make a siart right awaoy? I'd
appraciate it it we could keep fo the ogenda as
closety 03 possible. Agreed? OK. Carlos? Can you
outline the praduction scheaduls for this manth?
Could | ask you fo keep it short. say fifteen
minutes?

Carlos  Thonks Poul, | don't think 'l need thot long,

2

Susan- I'm péeased fo say thot much of the wark
is now finished. Much will depend on the spare
parts arriving from Haly on time. but 'm quite
conficent,

Paul Goed.Thank you. Susan, I'm amazed fhat
you managed to do so much in 5o little time,
Now, could we move on fo the next point? The
quarterly report, Dave?

Dave Yes, thanks, Paul. Befors | show you the
figures, I'd ke to spend some fime discussing the
question of payment terms that we'se cumently
affering clients.

Poul  Dave, | don't wont us 1o get off the point, Can
wiz keep fo the agenda? We il have a ot to get
through foday. Perhops we could deal with that
during ofher business?

Dave Well it won't take us much fime buf I
oppreciote it if you could give me ot least ten
rdnutes,

Paul Fine. Let's leove it until the end

3

Enrigue 5o, it we finished at three fifleen on Friday
affernoons in the summer, that would werk oul to
the corect number of annual howrs.

Paul  Did you have any objections to your plan?

Enrique - Not maony. | think everyone will go for it in
the end.

Paul Good. | don't think there's much more fo say
atout summer working hours. | hink we all sesm
o go along with your proposal. So, | think that
maone of less covers evenghing, Thank you ol for
coming ..

Dave Justa second, Poul. Sormy about this but |
thought we ogreed fo let ma have ten minutes
to digcuss the payment terms during other
business?

Paul Well, we'te running a bit lale, Dave, Whaot does
evaryone else feel about this? How much longer
can we all slay? 15 another ten minutes OK with
svaryone?



Susan. Yas,

Enfigue 0K

Dave Thonks. | appreciate thal
4

Paul | don't think there's much point In discussing
this much longer. | think we ol ccept much of
what you hove to say about the present temms of
payment

Dave I'm glod to haar that. At the moment, many
of our clisnts don't poy us until after 150 days.

Enrigue 150 coys? That many?

Dave ‘Yes Thats fhe problem. So. do we offar sixty,
ninety, or 120 days?

Poul 120 days? | den't think we should offer as
many as that. But sixty? Mary clients wouldn't
like if. Arpway, | really think we should leave it
ihere. We con't toke o decision on it here and
now. I'd prefer to leave it for our next meeting,

Dave But thot doesn't give ma much time o
g=t back fo our salespeopls, If we're going to
change anything. they really need o know ...

Paul O OK. I'm ofraid there's not much we con
decide right now. Perhaps you and | can speak
about this later.

Dave ‘Yes, CK.

19.1

Doug Hove we considerad running a second shift?

Ursulg Wl yes, Doug, but then we'd have 1o
employ aloft mone staff

Kate Not if we stafied il oursaives.

Ursula What?! Run the business during the day
and boke at night? How long could we keep
that up for?

Doug Lets just write it down and keep going The
grecter the number of cpfions we have, the
hetter

Alon  We could look ot making the process itself
quicker rather than running it for longer.

Kate Oh, how about outomating the packing? In
he long feem it might be cheaper because wed
nead fewer or even no packas.

Alan  One fhing we could do is buy o bigger oven

Ursula  Or o second oven, Actually. you can gst
verticol ovens that have greater copacity than
the older models, but take up less mom,

Algn  Talking of rmone room, you know whal we
could do? Move to o whole new production
feaesllity.

Ursubo  But there's always the pospect that we
won't sell os well as predicted al Greenmarket
and won't get ancther controct

Alan  Unlikaly, More and maore people are getting
into organic food, so the markets geting larger
and larger.

Kate I've gol anidea. Athough it could
concelvably domage our shorllerm sales. how
about namawing dewn fhe ange? If we anly
produced in one size. we wouldn't spend time
switching fins and settings, ond that's one of the
biggest time-wasters.

Doug Or keep the rangs as s ond ingiall a second
production line - thot wouldn't be so big an
imvestment as o new factory.

Alan  This may sourd a bit off the wall, but how
about outsourcing parl of the process - we mix,
someone alse bakes?

19.2

Kate ‘Why don't we just use non-anganic fruit?

Ursulo  Thot's hardly in keeping with our palicy is i,
Kate?

Doug  Then we've just got fo find another supplier.

Alon  We hoven't hod much luck so far I've
confocted some producers ond theye out as
well, because of the bad harvest. The only other
producers we could use ana even farthar oway
than our present ones and that means wea'l
haove further transport costs.

Deoug Hos anyone considered using different kinds
of fruit instead? Don't you think we oughi fo
be mane craative - how about raspberries or
cranbemes?

Alan  Inferesting. but you know that blueberry is
always the best-seiier

Kote Just thinking cutside the box for & second,
hew about mising Blusberiss and raspberres in
the some recipa?

Doug No ..

Alan | doen'l thirk that would be as popular as
bilueberry on its own.

Doug Going back to Kote's idsa. It might be
wiorkable, you know. As the majority of our
ingradients will still be organic, we could keep
the organic label, bul have 'ninety percent
organic’ or something wiittlen in tha small print.

Ursula | don't think it's a good idea fo make a
compomizse like that with one of our most
popular products.

20.1

Micelas  So.point six on the agenda. To discontinue
film processing and developing services, | think
figure thiee on page seven of Philippe’s repor
says [ all, Revenue from digitol photography
soles is steadily increasing and digital is clearly
our biggest money maker. Inteme! services hove
more than frigled but in the some period income
from film comeras and processing hos follen by
over BU%. Phillppe?

Philippe Thanks. We really only hove fhies
alternatives. One: do nothing. Two: concenirake
our film senvices in a few branches, perhaps
only in copital cities, Or threa: pull out entiely
fram film and concenfiota exclusively on digital
services. In mary ways, it's almest a faregone
conelusion. | believe it's prethy obvious whal we
nowve fo da.

Micolos Thank you, Philippe. Your report sums the
situation up very clearly. Commants? Kyra?

20.2

Kyra Well | tend fo agree with Philippe's second
propesal. But confinue with 1he sole of single-use
camerds, af laast thrugh our main branches,
You have fo bear in mind that there are sill many
people who don'l use digital comenas.

Nicolas True, Chares?

Charles Yes, | agree buf only sell the comeras. The:
kind of people who buy them don't care whese
they get thair film developed. hey just go to
the cheapest place. As for as I'm concarmed
the soorer we gt out of film the beter.The
advantages far autweigh the disadvanioges.

Nicolas OK. | knew wed all shore the some views
aboul the futune of film. | proposs that we adopt
Prllippe’s second proposal and anly affer film
processing services from one cental branch in

business one ! one
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rnet services. |s that oll?

Philippe I?emsmbar that we all felt that we had fo
continue 1o sell single-use film comernas, They'rs
still quite popular. Especially with the ekdery.

Micodos Thonks, Philippe. So. in conclusion, we pull
out fram film sevices almost immediately in most
bronches, Do we need to foke o vote on this? Al
Those in fowour? ... Good, that's unanimous. 1l
draft a memao o bronch managers and lef them
know our decision, Now. the next point on the
agenda is ..

21.1

1

Marie Barnord. | just wonfed to check how you'ne
geting on with your fasks @ the green office
project.

Bernard M, we could be held up by the solor
ponel suppliers. They said theyre foo busy and
fen days isn't enough fime for them to moke the
proposal,

Marbe Well, it sounds like long encugh to mal You
know the committes’s meeting on the 2151 I'd
chase them up if | were you or we'll never get
this pregect off the ground

Bernard  OK, | will, but actually, I'm afraid thare
could be anofher hitch - you know how nice the
surroundings of the building are = some paople
are worried they'l be spoilt by the panals

Marie Whal? But the panels will be on the ool
won't they?!

2

Marle Rito, hi there, I'm phoning abolt the green
office project. Are you on track to finish the
survey by the next meating?

Rita  Yes, | think 5o - I've got lots of useful
information already.

Marie Really? Well done!

Rita Yeah, for exompie, hall the department lives
in the countrysids, twenty 1o forty kilemetres
oway, and forty kilometresz iz a bif far o bike to
wiork every day, unforfunctely. But the suburbs
are home fo the other hal, so they have more
ophons.

Marie  Inferesting. so you'll be rsady on fime then?

Rita  Sure, [l finish the survey and hove it written up
in o firme,

3

Marie | wos just following up on the green office
pmiect, Louis, Hove you managed to moke the
arangaments for the recycling?

Louis Well, we're on the case but the team's o bit
busy af the moment so we haven'l got foo far, I3
a shame the government doasn't fociliate morns
recycling, then wa wouldn't have fo: Anyway,
dant warey, We'll have come up with something
Iy the fime of the meeting.

business one : ang

Marie O, good, ond what about the stationeny
supplier?

Louis Yes, I've already got o couple of proposals,
bt they don't ook very cheap, I'm afraid our
usual of 1.200 euros isn't going 1o cowver i,
but 1l ook inta it ond 1l report bock in full of the:
meating.

22.1

1

Gordon  How's life in our Mew York office then?

$haron  Oh, great.

Gordon  How are you finding all the traveling? |
fmaan you fiy bock every month, dan't you?

Sharon  Yes, tiing. but I'm getting used o if.

Gordon  Like the job. do you?

Sharan  Yes. | suppoase 'l soon be uzed to working
in Mew York but | miss working with everybody
here in Pittsourgh.

Gordon [l tell them that on Mondoy. You're missed
too! Come and visit us the next timea you're
dawritawn.

Sharon  Yes, | will,

2

Gordon  Excuse me but | didn't catch your name
belome. I'm Gordon Evans.

José Pleasad to meet yvou. My narme's José Hurrioz.

Gorden. You'ra not with Axen, ane you?

José Mo, but we do o ot of business with tham in
Spain. Whot about you?

Gordon I'm in information systerns, with Harper
and Harper.

José  Oh, yes?
3
Gordon | fhink we've met befome, haven't wa?

Nicolos  Yes, | balieve we have.

Gordon  Dudn't you use to wark for Axen?

Micolas | sfill do but I'm notf af head office any
nmare.

Gordon Where are you now?

Micelas I'm based in LA, just outside of Sanfa

~ Menica.

Gordon  Lucky youl I'm somy but I'm trying fo
remember your name. Ii's Nicolas ... Carlsson,
[

Micolas  That's right! You've got o good memary.
But 'm ofraid | don't ecoll yours.

Gordon  Gordon Evans, from Horper and Horper,

Nicolos  An yes! Ifs good o see you again, Mr
Horper,

Gordon  Actually, the nome's Evans, Gardon Evans,
Horper and Harper's the compary.

4

Gordon  And thank you for delivering those
components so quickly.

Tom We were just giod 1o halp you out You're one
of our major custamer s, after ali,

Gordon  But what brings you hes? You don't work
with Axan, do you?

Tom Mo But I'm an old friend of one of the
managers. Mics ofices. aren’t they?

Gordon  Yes. They've done a great job with the
canstruchion.

Tom  ©h, it's not o new buikding, is it?

Gardon Mo, | think it used to be an old warshouse,

Tom Really? Ohl Weould you excuse me fora
second? 've just seen someone.



Gordon  Yes, of course. Perhops we con meet up
fartar? At furch?

Tom  Sure, Id like thot. Save me o place at your
takde. will you?

Gordon O, See you katarl

Tom See you!

5

Gardon  Helio, Daborah! You'ne looking well,

Deborah  Halio, Gordon. | wos hoping you'd be
here. How are things?

Gordon  Fine, job’s going wedl, family’s fime. How's
Rome treating you?

Deboroh  Oh, sometimes | think Fm almost folion
o,

Gordon  Well. why don't you come and work for us
back in Pittsbungh?

Dabaral  Tharks for the alfer bul I'm very hapay
whare | am. The kids are used 1o life in Italy,

Gordon  Hmm. It is getting o bil crowded here,
st iE7

Debarah It carfainly is. Let's try and find somewhere
quiet fa sit down

Gordon Il take your drink for you,

Daborah  Thanks.

Gorclon - You know - I'm frying to work out how lang
it's baen since we last saw each other,

Deborah 1 think it was lost Seplamber in
Philadelphic, wasn't it?

Gordon  Yes, it could have besn then, Well,
Deborch, whot hove you been up ot

23.1

Declan  The new traines loeks a bit nervous,
dogsn't ha?

Roberto  Yeah, but he seems nice anough. | feel
somy for him, | know hiow it feels fo start a new
joi, In foct, I never forget my first day working in
a cocklall barl

Linda How come?

Roberto Well, Id gota student job working in o
local bor ond was guite nervous ond, to cut o
long story shed, | thiew o drink over the owners
sary!

Declan  You must be jokingl Why on earih did you
dao that?

Roberto Of course, | didn’t do it on purposs. The
ar maneger had just shown me how to mixa
drink. The owner was siting ot the end of the bar
and my first customer was his son, ond | coefully
pouied my first drink for him. And then, | don't
know how | monoged i, but somabiow as | wos
handing it to him. it sipped out of my hand and
went shaight over him - the whole drink! | fsit like
a right idiot

Linda What did he do?

Roberlo  Acthsally, he was reafly nice aboul i1 = just
towslled himzelf off] But neediess o say fhe
owner didn't look very imprassed,

linda Mo wondert That reminds mie of my first doy
warking of the prosecution service - but it far
ton embarrassing fo tell.

Roberto  Go on. Lindeo, you've starfed now.

lUnda OK, but just rernember it was a long time
agol 5o, g been looking for @ job that would
get me into the kegal industry for ages and
eventually | got a job o5 a clerk af the court. |
was really nervous on my first day and wonted
to maks a good impression. Anyway, Id besn
given fites full of witness stalements which | had

1o take info the court, When | was watking in,
somecne collided with me and | literally fell into
the courtroom, drepping the files as | wand,

Declon Ok nol What a nighimanet

Linda it wosn't ry fault they bumpad into mal But
that wasn't the worst of it - the documents flaw
all over the ploce ond got so muddied up thot
the court case hod fo be adjoumed!

Roberto  How embarrassing!

Linda | know. imagine haw | feltl And lite did |
kmow that it was only going lo get worse!

Roberto  Why? Whal hoppened next?

Linda Wall because it was easier o prepare the
documents again than fa put them bock in
order, oil the documents hod io be shredded,
and whilg | was shredding them the shredder
overheated and caught fire - probably because
I'd put too many In ot oncel

Declan, Roberfo  Ho, ha! Oh, nol

Linda Then, to fop it all, the fumes set fhe fire alam
oft and the fire service come outl It wos 3o
humiliating.

Reberle  Oh dean, it rmally wasn't your day, was il?

24.1

1

Stephanie How many guests ane we expecting?

Richard  Wall, quite o lew, and theme'll be moe af
thie dinner afterwaords

Stephanie Il any of the cast come, that is.

Richard OFf course [hey will &1 least, thay've been
Invited. Ah, the sponsors arrvad . 1l bring him
aver. Georgal Please do come in, Thonk you so
e for joining ws. I'm delighted you could
make it this evening!

George My plecsurs! And this is a ferific venue.
| love the ghoss ceiling!

Richord We're very forlunate to be able to use the
embassy lor the occosion. George, I'd liks you
1o meet Stephonie Abboft. Stephanie is new o
1he festival this year, and looks affer the fegtival’s
miarketing. And this is Gearge Potler from La
Fontaine Champogne, the festival’'s key sponsor.

George Actualy, | think we've met, haven't wa?

Staphanie Yes. briefy, a few months back, 'm so
pleosed you could come to the apening night.

George If's o great plecsure to be involved in the
festival. W sponsor ot least four or five differant
cullurgl avents every yeor, and this i, | think, our
third fitm festival in three yeors?

Richard  inceed|

George For film, we just sponsor 1his one festival.
The ofher avants ore dance, music, and some
theatne pieces foo.

Richard Without a sponser of your calibre, o festival
such as this wouldn't happen. I1's an henowr fo
hove such o successiul portnership,

George Well . | Incidentolly. how's the festival
salling?

Stephonie  Tonight's sold out, and there are anly a
ferw tickeds left for the showings on Sunday. But
oftherwisa .

George That's excellant. And fonight's film. Row did
it go down in Paris?

Stephanie Il openad ¢ month ogo fo ove meviews.
Wa'na hoping it might sven be up lor bast fonrgign
film at the next Gscars.

George Fontosfic! And is the dissctor of fonight's
fibery hene?

business one : one
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there might even ba
of the slars, Only Richar

coming to the dinner

George Potter. George is from La Fontaine. cur
key sponsor, and. as you know, one of the film's
origirol financiers in France. George is bosed in
the London offices.

Didier Good avening. Thank you for coming,
George Delighted 1o meet you. l've heard fhe fim is

alteady a graal success in France

Didier  Yes, absolutely. And, it's just the first in

a seres of three Mms I'm moking. IF's done
well everywhere. Even in the US. and its only
disirbuted there in art-house cinemaos.

Richard  Right, well, um, perhaps we could ... Lodies

and gentlernan, ir's my very greot pleasure fo
haove you all hede this evening. I'd like to extend
o warm welcome 1o members of the cost and
crenw, and espacally 1o 1he film's director, Didiar
Guwvrisu. But in particular, 1d like fo express my
hearifelt thanks to our sponsar La Fondaine,
without whom it would be impossiole to put on
this festival at all, A foast ... to the sponsor ... Lo
Fonfaine!

25.1

1
A

»m

W RN

Between you and me, | don't think she'll be
around for long,

How come?

Wedl, dan’t tell anybody | told you, but she fald
Ann it accounts, who told Ebca, whe told me,
that she's trying for a baby.

I'm really worried, you know.

Why? What's up?

Hiwven't you heard? Mark hinfed fo me thot we'ne
going to be taken over by Unifinancio. and he
suggested that we ought fo start looking for o
new job, becouse there'll probably e some
cownsizing.

25.2

1
A

> k3

B
A

Did you heor about Juan ond Christo's
argument the cther day?

Mo, whal happened? | thought they got on wall,
So did | until then! But Christo accused Juan of
steaiing one of her clients and of course Juan
lost his temper, He denied evendhing ond tried o
ewplaoin thot the client had phoned when Christa
was on holiday so he'd just been trying to help.
But Christa refused to listen and fhreatened 1o
make an official complaint if it happened againt

Sa, Ruth confirmed that Mike's going to be in
charge of the new project.

Yeah, your kiow wihy, don't you?

Hard waork ond dedication?

business one : one
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Yaah, right! You know | sow him leave with Ruth
fhe ofher night? And they were looking pretty
chatty. And Jo mentionad she'd seen them in a
restaurant together a couple of weeks before, so
something must be going on,

Mo way!

Apparently, they're getling rid of Samh.

Are they?

| think so. I'm not really surprised. She was always
complaining when she had 1o work overtirne.

| warmed her that it wouldn't go down too well
with the new manogement.

| know. She even sfused point bionk to stoy

a couple of times, despite the fact that Pate
practically begged her fo stay ond offered her
firne off in liew,

Haove you heard about Tony's trip fo Haly?

No. go on.

Well, the boss wasn't very pleased with his
expenses claimi Tony was definitely living the
dolce vita - the best hotel, restaurants, not fo
mention bars|

Really? I've heard he's a bit of o party animall
| know, but after Tony's lost frip the boss

had warmned him about his expenses. Tony
apologized, but of course, he still biamed it il
on the client, saying they'd chosen the most
axpensive restaurants and bars,

25.3

A

A
B

Firstly, well done on lost week’s fraining
prograrmme! However, there wos one problem.
Apparentty you arrived late for the training
sassion three Himeas.

That's nof true! | wos thare at nine on the dot the
first moming, buf the ralnees wene waiting in a
different reom. I's not my foult they told me the
WOy SEmMiInar reom,

OK, ond what aboul i olher times?

Weell, it's true that |'wos iate the mext morming.
but only o bit, and that was because | couldn't
get info the offices as there was no one on
recaption, and on five Wednesday | was stuck on
the metro because there was on occident,

OK ... but don't let it happen again.

Dan't worry. It won't,

26.1
Helen Excuse me! Could | just have your attention

for o second? I'd like o say o few words before
we all begin our dinner this evening, 1 fry fo
be as brief o5 | can. On behalf of the company.
I'd like to congratulate vou all for the excellent
results of a very busy and very successiul
suemmer seasen. Thank you averyane for all the
work that you've put in over these lost thiee
months, Now if | could just digress for a moment
Some of you might have recd a lithe book. o
best-saller in its day, called Momenls of Truth by
Jan Carlzon. These ‘Momenis of Truth’ are the
moments when a client has o problem which a
company employes manages lo soive efficiently,
quickly, and in a friendly. personol manner.
According to Carzon, the success of any
company is due lo the sum of these moments.
This evening, if | may, I'd like fo give you ang
outstanding exomple of one of our Moments of
Truthy', Pleasae bear with me for a shiort while. In
Juty this summer o group of ...



26.2

Helen . in July this summer o group of twenty-
four holidaymakers were about fo leave for their
holidays in Mallores. They shauld hove faken
off from Heathrow on the Sunday aftemacn
kut the airline contacted our Brighton office on
the Saturday moming to say that thie flight wos
overbooked and that our group wouldn't be
able fo leave until late the following svening.
Deboroh Jefiries, our local agent in Brighton
- where iz she? Hi. Deborah. Well, s | was saying,
Deboroh worked all of Saturday to solve the
probiem. She managed fo book them anta
anacther flight ol almost the same fime which
misst hove been very difficult af such short
notics, Deborah not only nofified every singie
client bul she gove up her Sunday o mest the
group at the girport, hand over their new fickets
personally. and then occompany them to the
gate 1o moke sure that everything went smoothiy.
She could simply have fold them that they were
qoing to lose onea doy of their holidays. Another
company might have closad thelr office ot one
o'clock and let the clients solve the problem for
themselvas. Deborah didn't have to go to be with
them gt the airgort byt she did. I'm convinced
that every client must hove really appreciated
her service. I'm sure you all agree with me an
that, Thonks 1o Daborah what could hove been
a minor disaster was avoided and they were
abile fo enjoy thair holidoy to the full. Debomah,
on behaif of the company, Id like you fo occept
this litthe gift o5 o token of our grafitude. 3o, fo
bring my speech fo an end, Thank you oll once
again for the outstending work this summer, Al
Arrow Holidays we don't just sell holidoys — we
go out of our woy fo look ofter our clisnts. Thank
Yo everyone for being so patienf and otfentive,
Could you all raise your glasses pleass? I'd ke
o end by propasing a toast, | wish you every
success for the future. To everyone ot Arcw
Huolidays! The bast travel ogenocy in the business!

Al To Arrow Holidays!

27.1

Bob  How nice to see you again, Mrs Lau, We met ot
the Los Angeles conference, | think, Did you hove
o good journay?

Mrs Lau  Yes Thank you. No problems.

Bob And you must be Mr Hsioo, Very pleased
o meet you ot last. Weve writien each other
enough amaills. haven't we? Well, seeing as we's
right by the desk, we might as wall stort our four
herel Oh, have you signed in? Good. And couid
you just clip the badges on. please? You'll need
them fo open the red security doors balweaen
fhe main conider and fhe warzhouse. 5o you've
aiready mat Mandy. | really don't know what
we'd da without her. She's a recl assef. (How
do you do? How do you do?y Oh. Mandy - do
you hove ary of those smoll red folders that we
produced last year for any visitors fhat come to
see the offices?

Mandy Mo, soiry Bob, None lafi,

Bob  Oh. well. Straight through here is the main office
| share with Nestor who's in charge of fuliing
wab orders, They've become our major growth
crea. We can come bock here later 1o see it he's
tumed up. Piease don't look af my messy desk|
And there's a door of the bock dirsctly through fo
the slorage area ... affer you, Mrs Lou, Be carsful.
plecse. Con | ask you to put these on? Heolth
and sofetly regulations, you know.

Mr Hsloo  How long has Boogie-Weogle Babses
been hee?

Bob  We moved fo these pramises in 2005. We
needed o much larger warshouss with easy
Ioading and unleading access, and integrated
office focilities. And os you can see, our slock
has kept growing. Sa we might need ancther
move 5000, I'm sure you've already noticed
the baby buggies. car seals, and tovel cots
over there neor the goods inword dock. Al freem
Gullin Enferprises, of course. We're very proud
of cur exclushee distioution rights for all your
ascelien! baby products. In foct, the storoge oreo
is diviced info two main parfs: & and B We hove
all the bég ilerns herein A .., and fhrough these
double doors - no, push hard - in slaroge area B
are the smaller items: boby sunshodes. cof foys,
rain covers, ond so on. The goods outward dock
Is just over hare. And, can | infroduce Johannes,
the wonehouse monager? (How do you do? How
oo you do?) He's the man who single-hondsdly
keeps the company running. Now, do you have
an idea of where you are? If we went down that
short comdaor, we'd get back fo Reception, But,
first, l&t's coma over hane, That's the rom whare
we keep the computer server and then through
here is The break room — Ihas's o ketfia thare
- and luckity it's got an oufside door that opens
onto the car park so you can get o breath of
fresh air when you need it. Oh. by the way - if
you need the toilef, it's just.cver here Well |
think we've seen avarything now - except for
Markating. Lat's go bock ond see if Many's in
her office.

28.1

1

Smith Casting = Smith Casting?

Alison  Helio. I'm caling from Canrers. | understand
you specialze in accents? | wos wondenng if
you could help.

Smith Casting  Uh-huh?

Alison  Wall, I'm locking tor a native Czech speaker,
I'fi heivivg @ bit of froutsle finding one!

Smith Casting  Sorry. We've worked with British
actars anly for the last year now, Try Casting
Intermational. Ask for Groce.

Alison QK Thonks.

2

Grace Halio?

Allson  Hello. Gracs?

Groce  Yes

Alison | got your number from Smith Casting.

Grace Yes,and .

Alsen  Sory - but if you could just bear with
me ... I'm not sure If you're the right persan, but
I'm trying 1o get hold of someone wilh o Czech
acoeant,

Grace Well. once in o while we have Europeans
on our books, ond we do have Czachs avery 5o
aften, Tomas has been hera since March,

Alison  Wall, | was actually looking for o female
actor.

Groce Oh.Thera's Jono. but she dossn't work hars
any longer. Or Katarina .. she's Slovak. That's
close enaugh, isn't it?

Alison  Actuolly. no.

Grace Wel, unkess you con woik ...

Alison  We stort filming in hwo weeks. Could you
odviss me where slsa | could call? i

DLginess one @ ong
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the Strand. In
Ve e YoUr

‘Czech actrass, I've tried
L but no one as yet has
been abla o help. |'ve ranely found it so hard,
Am | right in thinking you train Europeon octars?
The Strand  Indesd. And we invariably have
someone from central Europe. They don't nesd
visas ary mare You'e alter a Crach spaaker?

Alison  Yes, with good English, but native Czech.

The Strand Well, Tania's great, but she's cumently
away. [s it urgent?

Alison  Well, I've got unfll next wesk, but | have fo
get the interviews done by Friday, Wiill she be
back in fime?

The Sirand  She's bock on Wednesday.

Alison  Ch, great! Tharks.

29.1

David OK, Let's gat down to Dusiness. Befose
we mave on to the main agenda, could |
ask everyone briefly to Infroduce themselvas,
please? I'm David in Dallas and I'm hasting this
conlfarence.

Maonu  Geod offerncon, evaryone. This i Manu in
Murmibail.

Marisa  And I'm Maslsa from the Homburg office.
Good afterncon

Brad Hello from a very rainy Defroit. I'm Biad and
is good maming from mel

David OK. This is Dovid agoin: Tee usual reminder;
please remember fo say your name whenever
you start speaking. Can | just check if there ane
any technical problems?

Manu Mo,

Marisa  Everything's fine.

Brod  Mone hara.

David Good. And - whotever hoppens, please
don't put this call on hold. We reclly don't want
o heat your handset ploying the same song
twenty fimes betore you reolize what's going
on. Manu, during the call, I'd like you fo keep o
note of any foples thal have been raised bul not
fully discussed or answered. Remind us of these
whenever s appropriate.

Manu Mo problem,

David  Right. Let’s sfart with iterm one on the
agenda ..

29.2

David Right, Let's start with item one on the
cgenda - and it's an important one. We'Te
censidenng bidding for the GoidBook controct
for nationwide cotalogue distribution over 400
grams in Peland. This could be o major win for
uz and a significant challenge, as our Polish
coveroge is currently less than 30%. I'm looking
for ideos to make this fender both realistic and
competifive, howsyver many demands this mokes
on us: OK, who'd like to kick the discussion off?

business one : one

Manu  Tris is Marnuw, This prasumably requires o
significant increase in the numbser of sorting and
distribution centres?

David David. Yes, but whosver wins the controct will
have lo significantly scale up their operation. 5o
wa'e nol necessarily of a disadvantage on this
paint.

Brad Am | right - that it we el this. our Polish
oparation would bacome the largest private mail
delivery senvice?

Marisa Mo, thal's not right. Sary.

David That's nat achually comect ...

Marisa  Sorry ... We'e folking over each other.

David Go ohaod, Marisa,

Marisa  Our fwo main compatitors would still be
carrying more mail than us, But it would place
us in o much more competifive position fo steal
a bigger shore of e domestic mail market. With
regulations only recently being relaxed thers, it's
all vety ripe for growlh.

David  Sorry, Morisa, | couldn't catch all of that. You
seem o have o very bad line there. Could you
leave the call and dial in ogain. pleasa?

Marisa  OF 1l be righl back.

Brad Brod here. | hove o fesling that however we
approach fhis bid, we can't win,

Manu  Why on earth not?

David ‘Whatever do you mean, Brad?

Brad Well, Whan fhe CEQ or whoever looks ot aur
cument covarsge. he's not gaing 1o concluds
that we're mody to do his tomeorow, Do you
know how big Poland 187 Whatever date we had
to short this, we wouldn't be ready,

David | think you'rs being owarly pessimistic,

Brad ‘Well, whatever ..,

Marisa  Hello. I'm back.

David Thot sounds batler. $o, Marisa, What do you
think?

Marisa  Soery, | heard the end of thot corversation
but Feouldr't tell who was spaaking.

David Let's go over it again,

30.1

Frank  Hi, George. i's Frank here, I'm using Sandra’s
car this week and | can't get his sotnov fo work,
it hoppens ta ba nather difierent from my own.

George  You're not in a funnel, ane you?

Frank No - os it happens. I'm on o matorway, just
leawing Frankiurt,

George  Mrm. That's odd. Well, | sugges! vou da
a systemn reset. That somalimes clears problems,
Can you see the button on the for eft? I's get o
red circle an it,

Frank  Yes, Got that,

George And on the fop of the machine theras a
fang silver bar, Press both of those ot the sams
time - and hold them down far about five
seconds. [Pl beap and tha system will reboot.

Frank OK. Thanks. I'l fry that.

30.2

Mandy Kim, can | ask whal you're dolng?

Kim I'm sconning the busingss card she |ust
honded me into my PDA.

Mandy  Oh, | didn't have any idea you could do
thot, Con you show me how it works?

Kim Go fo the Contacts pags. Now find the
‘Ophions’ manu, select Imoges’. ond then click
T fhird tick box that soys ‘Enoble scanner



Maondy OK.And then?

Kim  Wall. you're all set up, Now whenever you enfer
0 new confoct, there's @ new bution on screen
that says ‘Scan cord’, Here, try it with this cand.

Mandy Right.

Kim - Ploce the cord on the toble, Roll the frant edge
of the PDA smoothly over the card, And the caord
shiould appear on screar.

Mandy Yest Do-daol There it is, Mmm. what o weaird
name this person has!

Kim  Hay! That happens fo be o collsogues of mine!

Mandy  Oh!

303

Vie Helic? 17 Is that Paul?

Paul Vic? You back in town?

Vi Mo - osit happens. I'm in Slovenio. Poul, | nesd
your help. | can't get this new laptap fo wark,

Paul Don't panic.These things happen!

Vic This is the first fime I've used it. s Robert's oid
ona,

Paul Well, bring i in when you get bock.

Vie Yes but | need it nowl Whatever happens. |
have o acoass my produets list

Paul  Tell me whot you see offer you tum it on.

Vic It just doasn't let me.do anything!

Paul  Sormy Vie, If you wan! mea 1o help. you need to
tell me exactly what hoppens. Mow, | want you fo
restart and reod out ony messages you see

Vie OK ... I restarting now, Ah. here's the problem.
| click Robert’s name ... and now I soys You do
not have permission 1o’ parform this operotion’

Paul  ah, right. Thot's not.a big problem. Click
‘Cancel. Now, instead of selecting Robert's
nama fiom the list, choose the Administiator
button.

Vic  Ah, yes - thot works — it's starting. Thoniks!

Poul YouTe welcame. By the way, whatever
nappened to Robert?

Vi You won't believe this. He only happened
1o bump info the dirscior 1ast month and got
invited to work in Houston for o year!

Paul Lueky guy!

Vig  Yeah!

36.1

Somantha  Let’s talk about team working. How
would you ochisve o good working atmasphens
in @ multinotional tecm, Bealrix?

Beafrix The first task is fo make sure that everyons
knows what wos expectsd from them. in that
sense | think I'm guite a communicative type
of person. I'm highly motivated and very goal
orented. | ke to hink the way | work is falally
focused on reaching objectives, if my team
is gefting the results then | can be a very
enthusiastic leader. | f2s! quite strongly that o
good leader should be very demanding. BufI'm
atso realistic - the perfect oimosphere probably
doesn't exist,

samantha  Yes, but whot about multinationol
taams?

Beatrix | must admit I'm not s expenenced when
it comes fo dealing with mixed nationalifies bt
| don't think my opprocch would be all that
different, not if you're dealing with professionals. |
Think geod communicofions would ke my main
priorty.

Samantha  Could you describe a recant situation in
which you convinced o group to do something?

Beatfrix  Just a second ... Yes, o lew months ogo
| was able to convincs o group of rather
consenvalive European bankers thal they shiould
be more proactive in their work. They were frying
to sell new banking senvices with very traditional
methods. inifially, | found it difficult and was @
litthe frustrated but I'm very delermined and can
be quite persuasive when | hove to be.

37.1

Ricardo  Now you know that we're cumently buying
aver one milion eures o year of your products
- mre than half of that in golf equipment. That
must make us the biggest clients you howe In
Spain.

Tom Yes, one of the biggest of least.

Ricardo | fhink we need to review our present
ogreement. When we drew up the existing
oagreement we never expected sales fo be
52 high. I'd fike to have maore thon the present
Fl-day poyment period.

Tarn  Hm. How long are you thinking of?

Ricardo  It's more 0 problem with equipment mther
than with elothing. Se how does this sound?
Supposing we offered to pay in 60 days for
clothing, would you be wiling lo go os far as
120 on equipment?

Tom That's an interesting compromise, 120 for
equipment and &0 for clofhing? Yes | think we
could occepl thal but with one condition. As
long os you agree to maintain your present
evel of orders, | mean, provided soles exceed
are million o yeor

Ricardo There's no problem there. Good. Mow the
second thing | want to talk about concems
delivery fimes, There've been too many delays
recentiy.

Tom Yes. and | do opcloglze but you oppreciate
that most of the equipment is made in China
now. The goods arive in the UK, and the
individual orders hove to be preparad ond sent
out. It all takes fime.

Ricardo  Yes, but put yoursedl in my posifion. Our
agreermant stotes o s0-day delivery pericd but
I¥s offen much mone thon thot, We propose
cufting thot fo 40

Tom Mo I'm sormy but | couldn’® commit mysell 1o
arything less than 60,1l do everything | can fo
respect the 60-day perlod but ...

Ricarde  Just o sacond. | thought you'd say that. so
| howe anather proposal which | think could be o
wir-win solution for both of us.

Tem Yes? What's that?

Rleardo  Suppose you hod the equipment shipped
to me drsct from the manutacturer? it would
save you a lof of work and it should help o
speed up deliveries. Would thot be feasible?

Tom Bul you're tolking one full confainer for each
dalivery ot least, | don't think it would be possible.
Not unless you agresd 1o plocing karger orders
at regular intervals,

Ricardo If it were necessary we could probotly
ploce three or four big orders o yeor. Would that
heip?

Tom Yes. definitely. It might even work out cheoper
for you, Id have fo speck o our suppliers in
Ching first. Could we leave this pending for o
couple of waaks?

30.3-37.1
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d .ng a litthe, providing
em. We can draft

something else Id like tq
prasent I'm the sole ageniior the Madrid area,
Well, I'dl like to propose..

}ﬁd matiel, but | hove my
it will work here. Ag far
50 a well-known brand

PZ Bank's o household

a@cemed that by rebronding we risk
losing cusfomaers,

Alejandro  Wall. as you know. keeping the old brand
isn't really an option. Unifinoncio wont to creale
a shong global brand identity. But what we con
do i look ot how we go about the process ond
Austrics has been chosen as the benchmark
becouse they've done it so successfully

Mogda  And how did they monage it?

Alejandro  What fhey excelied af was arganizing
everything culckly and this was down fo the foct
that they set up a very sfrong project commithes
before onything else. Once the project
committee wos estoblished, they co-ordinated
the rast of the proceduns very tightly.

Magda  Well, naturally we can sel up a project
committee in the same way, but I'm still
concerned about how the timescale will work
here According to best practice. the name in
The branches should be changed os soon og
thi second phase of the media compaign is
unider way. We think our custormers and target
customers will need more time o get used fo the
new iclentity before we change he nome.

Alejondro | con understond your concern,
but thal's why we hove a very shrong media
campaign. This was the other key to Austria's
success. They used o mixture of channels: mulfi-
media plus sponsorship of the Vienna Summar
Fastival When peopie have ssen the name
an TV in the newspaper, on bilfaoards, on the
infernet, etc., it won't come as o surprise in their
tocal branch, And don't forget that for existing
customars this is oll ofter they received the lefter
tefling them obout the new ownership lost yaar
- although of course not everyone will have
paid attertion to it.

-m@m :

Magda To what extent should best practice infarm
our media plonning?

Alejondro  As the market research showed very
high owarsness of the Unifinancio brand in
Austria affer the compaign, we'd like o ses the
same media mix and timetoble, Naturally, o
maintain consistency the compaign messages
and look should be the same. but you'll need
fo frensiale confent and possibly adopt it to the
tocal market.

Magda Looking ot the schadule here | think we'll

need to madily It 1o be ready by the time of

the Warsaw Summer Festival which will ba our

sponsared event.

Magda | foresee the changing of the logo os
being problematic as it seems we have o
changs it sevaral times.

business ane : one

Alejandro  As you know the logo should have
included ‘Member of Unifinoncio’ in srmatler prant
since the takeover in June, The size of that part
af the logo in relation to PZ Bank’s lage should
increase as you mova through the compaign
unlil the final stoge when ‘Unifinancio’ will
become the only name on the loge. In Austea
the logo changed four fimes whike rabronding
wois in process, But this only applies to the media
campoign. The loge on documentation doesn’t
nzed fo change until the fincl stage, ofter the
computer sysiemn hos been overhauled.

Morten  What really impressed me was the way they
could programme heir production schedule.
Despite thelr size, theyra incredibly fexible, The
cthar big cdvaniage they offer is a guaranfeed
shipment within fiffeen days of any coder.

Sheila  Cmly fiffeen doys? Did you mention the
number of components we might order?

Morten Yes That was the first thing hey wanted to
kricw.

Sheila How do they fesd obout smoll orders?

Morten The main drawback is that they obvioushy
prater fo work with lorge orders. They wouldn't
commil themselves to guaronfeed delivery dotes
for small orders,

Sheila  What did they soy obout prices?

Marten  They wanen't very forthcoming. Thair pricing
policy i bosed on longHerm relationships with
their clients. Short-term conditions, expecially
for small orders are quite expensive, What thay
realiy wiant is fo be our sole supplier, but in spite
of fheir assurance | wouldn't be happy with that,
We shauldn't put oll cur eggs in ane basket.

Sheilo  Of course not. The most logical thing fo do
is place a few initial orders ond then work out a
long-tern ogreemeant |aler

Morten  Exoctly. That's just wheat | told them.

Sheila  How did Ihey foke that?

Maorten | think they occept thal, as o first step. it's
only commen sense. | maan it's guite clear that
They're veary interested In working with us,

Sheilo  What about using only eur frademark on
the componants?

Morten We did discuss that ol length. They insisted
on using their frademark os well,

Sheila How do you fesl about that?

Morten  Even though I'd peeter fo uss anly ours, | don't
think i be o major probiem, It would depend on
how prominent it wos on the eguipment.

Sheila  Wnat are your feelings about Senjang?

Morten  Although it was o good trip overall, | still
have some esenvations. | couldn't help thinking
fhat we should approach other suppliers. Af least
before we commil ourselves.

Shella You scund o bit womed abiout something.

Morten Yes. What warries me is the fact that they'e
alsa supplying fwo of owr leading competitors. |
don't know if that's o problem or not. | certainty
wouldni't like any information fo get into the
wrong hands, if you see what | mean,

Sheila  Hmm. Exocily.

Marten  But on the whioie | hink Sonjong could
ke an excelient supplier for s but, 0s 've
mentaned, we have o sor out ong or fwo
things before gaing ahead.

Shella  Sood, when can | expect your written report?

Morten  Oh, you'll have that on Monday. | need ta
check some figures first.



42.1

1 Hell be in after three.

2 | saw o good opportunity.

3 Could you do it now, please?

4 She visited China and India.

5§ Should we go out now?

& Canyou see all the figures chearly?

42.2

1 5he’s owner and manager of the firm,

2 Tell me your opinion of the report.

3 I'm waiting for o new offer.

4 Could you show a visitor around?

5 [I'lfhave fo buy some new accounting sofftware.

42.3

1 Do you recall that small problem with the file
lobets? What are you going 1o do about it?

2 Do you recall thot small problern with the file
labels? What are you geing to do about 17

42.4

1 Did you have a look at this?

2 5o could you fell me his name again?
3 We went thers lost week.

4 Do you want fo get a saondwich?

5 What will you do next, Tim?

& Give me a mement. if's in my handbag.

42.5

A Could you tell me where to go for the meeting?

B Second fioor We'e a bit late!

A Do you know when it was supposed to stort?

B Not sure. Ten, | think.

A Whaot's the time now?

B Mo ideo. Quarter post, maybe. 5o what are you
going to do? Are you going fo go in late?

A Perhaps not. Fancy a coffee?

43.1

Woman Oh. ki ... you're Jemry, oren't you?

Jerry  Er. yes. Hallo.

Weman Wedl, you're looking great. You had o
good trip?

Jerry Mot bod, but | had to wait ages for o taxi of
the girport.

Woman Mol But it's not far 1o get here from
Manchester, is it?

Jemy  Well, I've been in Maoscow, actually. | left at
4 a.m, this morming.

Woman Oh, really? What did you think of Moscow?

Jerry  Well. Dificulf to tell really. It wos o very short visit.

Woman s It expensive thess cays?

Jerry e, it is. Er ... Well, | must ...

Woman Oh, right. You're going to the plenary talk?
It's in the main hall, | think.

43.2

1

A Did | tell you? I'm going to Rome to a
conference,

Rome? Lucky you!

> b @

I'd rather you gove the documents to him
pearsonally.
Would you? OK. Il go ofter lunch.

3

A John won't be in foday. He's gaf flu,
B Hos he? And Sam's off work foo.
4
A
B

They've finally sent the contract,
Excellent, 1l sign it immediatety,

43.3

Ta We may have ic postpone the advertising
caompaign.

b We may have fo posipone the cdvertising
campaign,

2a A Are you coming for lunch with us?
B Yes. | think so.

2b A Are you coming for lunch with us?
B ‘ee-s | th-ink so.

3a They could be here at five.

3b They could be here af fiva,

441
1 He'sanew clerk,
He's o new clerk,
2 1 just get a glass of water,
1T just get a glass of water.
3 | con't do that advertisement,
| can’t do fhat advertisament.
4 The malls foo hat.
The moll's foo hat.
5 s the garage on route 637
Is the garage on route &37
& What's the address of the leisure park?
What's the address of the lelsure park?

44.2

1

Paul Do you hove the address file?

Ellie Mo, | don't. Did you ask Mylena?

Paul No.Didn't she just go fo the first floor?

Elie She'l be back in a half howr What's the
problem?

Paul | need fo get a building permit for that new
billboard ot the truck stog. | know it's on Morth
Straat but I'm trying to find the zip code.

Elie lsn't it on the bulletin boord - over theme by the
elevotor?

Paul Mol checked already, What should | do?

Elie Don't warry. Uil look it up for you,

Paul  Thanks.

Ellie By the way, I've finally gotten an answer about
the meeting schedule.

Paul Don't tell me, it's on the weekend!

Ellie  ‘os. In Jim's apartment. | have the notice here. izh
Come toke a look. E

Poul That's great! We already work Monday
thwough Fridoy! lsn't that enough?

Elie Obwiously not. Could you write Jim and tell him
you're coming?

Paul | will, sure. What tire is it? Mmm. Five ofter fen,
| have fo go.

2

Paul Hove you got the address fila?

Ellie Mo, | haver't. Have you osked Mylene?

Paul No. Hasn't she just gone o the ground floor?

Ellle Shell be back in half an hour. What's the
probiem?

42.1-44.2
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Ma, I've already cl
Dor't worry, Tl

got the notice here. Come

Paul Thot's greatt We already work Monday fo

Friday! lsn't thal enough?

Ellie  Chvioushy not. Could you wrilte fo Tim to tell
him you're coming?

Paul Of course | will, What's the fime? Mmm, Fve
past ten, | have to go.

443

1 He sure had o bold proposal for the new center,
| guess ha's just about right on mast of thase
points there.

2 I'm not 5o sure about that, | was thinking that
there was on awlul lof of nonsense he was
thirowing amund in there, Do we really need this
centre?

3 |agreed with many of the mdical ideas and |
thaught e was very interasting and anteriaining.

4 Totally over the top, That was fine most ridicukous
speech I've been forced fo sit through in years,
He clearly did not understand how the reseanch
department davalops our food dyes.

5 | wonder how he reached thot extroordinry
conciusion. | thought it made no sense af oll

& They are oll very impariant mattes and I'm
exfremely plecsed thot somecne has finally
managed fo make some fim proposals on fhem.

7 thove to admit | put my pen down on the chair
and closed my eyes. | really neadad that slesp! it
wasn't really relevant fo me.

8 In our subsidicry we have many of the same
pricrifies that the speaker outlined In the talk, |
thought ke was very clear and locussed,

©  What's this all aboul? He just talks and talks
bul it's all about on imaginary sifuation.
Management will never ogree to o new cenfre
fo develop dyes and colourings. Never.

10 | thought he had soms inferesting points. it is
frue that there have been a lof of problems
with the development of our lalest arfificial
feod colourings.

Listening bank 01

Presenter 1 leil like a bit of o bad joke - | went to
the doctor’s for o routine check-up and she fold
me | was obese. Great, | thought, Apparently. ihat
makes me one of 300 milion peopla worldwide
and part of the obesity epldemic. TheyTe such
horribka tarms: ‘cbese’ ond ‘obesily’. They suggest
something that | den't think 1 em. I'm thirty-five
vaars eid, just under six feet tall, and ninety-
odd kilograms in weight. My body is retativaly
proporfienate - admiftedly tham’s a litfle bit of
a paunch, but | always thought that wos bod
posture rather than a real baar bally. Armpway,
ather than sit around. | thought Id fry 1o find
cut a little more about it ... I've come to see
D Granhalm of the affices of fhe World Health

business one : ong

Organizotion over hate in Genevo, Switzerand. fo
get the focts about cbesity. Docter, firstly how do
we define it - 'cbesity 7

Dr Gronholm  Wall, in medical ferms, obesity 15 when
your Body Maoss Indax, ar BMI, is thirty or aver,

Presentar Thirty or over, | see and er ... how do |
waork out my BMI?

Dr Gronhalm  \We con all keep an aye on our B
- it's & simple coleulatian. Divide your weight by
the squanz of your height.

Presenter 5o my weight ... ninety-two kilos divided
by ... equals 30.011 What's the verdict?

Dr Gronholm  30.017 50 yes ... yes, you one obese.
Just,

Presenter Hmm. So it seems .., and what problems
does obesity achsally cause?

Dr Gronholm  Well, first and foremost, abesity has
severe affacts on people’s heatth. Erm .. it's
thought fo confribute to er high blood pressune,
high cholesterol, and insulin resistance. it can
lead fo breathing problems, skin problems, ond
even emn infartility. But mos! worrying is that
there's evidence fo suggest thot obesity can
speed up the onset of certgin fypes of cancars.

Prasenter That's some listl Is this just o weashem
problem or o global problam?

Dr Gronholm  Wedl, ane billon people worldwides are
overweight. The problsm across all aneas,
for exampe in fhe UAE, the UK. Croatio, and your
awn USA mone than 20% of males one officially
obese. But In er ... China, Denmark, Jopan, and
France the figure is balow 10%.

Presenter So ... theres no real pottemn?

Dr Gronholm Mo, the French cose is interssting. The
French hove a dist deher in saturaled fat than
the Americans, but their chesity rafe is one of fhe
loweas! in Europe. Many reasons hove bean put
forward for fhis,

Prasenter For exomple?

Dr Gronholm  Wedl, the French themsalves polnt
fo the power of red wine. Other rezearch has
centred oround the portion sizes in restounants,
the omount of snacking that goes on, and fhe
spead pecple eat.

Presenter The spead?

Dr Gronholm  Yes, if you sat siowes, you get o
chonce to stop eating when you've had ena
I you eat too quickly, you don't notice you're full

Presenter And the French are famaous, | think, for
taking a long fime over their meals. What about
other countries?

Dr Gronholm  Wall, it's in developing counines
where obasity i3 fising the fazlest. in Brazil for
example, thers've been concems of the rising
cbesity robes.

Presenter Realy? | olways think of Brazilians as very
athletic, sort of o 'sporfy’ pecple,

Dr Gronholm  Weil yes, but o recent repart
suggested that cbesity was on the increase ...
with one in fen aduifs being obese.

Presanter  Wow! What's cousing this rise?

Dr Gronholm  Well, the Brozilions gre renowned for
howving o sweet toolh - their calednho coflea
is o national custom and seems 1o be mone
sugar than liguid. But | think the mal reasen
for the increase in developing countries is the
increasing urbanization.

Presenter More people moving to the cifies. rghl.
How's thot offecting people’s weight?

Dr Grenholm  Well, again lsoking ot Brazi, from
1940 o 2000, Brozil's population went from being



BO% rurgd and 20% urban fo 80% wrban and 20%
rural, This has resutted in o marked decrease in
phwsical octivity, Poverty can olso cause obesity.
arm ... people on limited income usuwally can't
afford fo buy healthy foods. Fruit and vegstables
are often mone expensive than beans, potatoes,
and pasta,

Presenter So more food ond less movermant?

Dr Gronholm  Yes, across the developing and
developed world, society is becoming mone
sedentary. You know, pecple sitfing around. Both
in the workploce and ot home people spend
rnore tirme in front of the TV and compuler
screens rather thon cutside exercising.

Presenter I've now come up fo the fourth floor fo
meet Professor Newsom, Professor, what exoctly
de you da?

Prof Newsom  Well, up here we're studying the
financial cost of cbesity.

Presenter The financiol cost?

Praf Newsom  Yes, you see health problems er
cause problems in ofher areas thof people don't
necessarly think of. in the USA alone last year it's
thought that over 93 milion doliors were spent
on the direct medical cost of obesity.

Presenter  Hm. You mean treating il heolth coused
by obesity?

Prof Newsom  Yes, everything from joint
replacement ops, stomach reduction surgerny:.
and so on. But there are ofher consequences
too. For example. productivity loss due fo
absentesism coused by obesity-related illness
= in the UK over 18 million work days are lost
annually this way,

Presenter 18 million??

Prof Newsom  Yes and that figure is even higher in
tha USA, Er there are other costs foo, for exomple,
the bigger we are the more gas we need to
power cars and plones,

Presenter So obesity can have an envirenmental
effect?!

Prof Newsom  Exoecily.

Presenter So we looked al some possible
reqsons for this obesity epidemic, but recenfly
resaarchers have suggested that obesity might
be confogious. My next sfop s distickan Mary
Wilson. | asked her what she thought. Mary. is
obesity really catching?

Mary Wilson  Well,'contagious’ isn't exoctly the right
word. But recent research does suggest that
having an overwsight friend or family member
can lead fo overeating.

Presenfer You meaan a sorf of sympathy effect?
Mary Wilson  Yes, that's one thaary. The other baing
that if one person's having a second helping.
then it's seen as OK for everyone to do so. So

avereating becomes socially acceptable.

Presenter And | suppase if the pecple around you
ane getting bigger then it's sort of cccaptable tor
you fo put on weight foo?

Mary Wilson  Right. But these aren't really confirmed
findings yet. There seems o be a whole ange of
reasons why abesity rates are growing and itd
be foalish fo just blame one thing.

Presenter 5o, Mary, I've been foid I'm obese. How
can | fackle i?

Mary Wilson  I'm afraid there's no miracle cure. But
... you can address the issues. First, you need fo
make sure you hove o balonced diet - try fo cut
down on fatty, procassed foods ond have mone
fresh foods. Second, fry o exencise mone,

Presenter So ... | nead o gel down the gym. right?

Mary Witson  MNo, not necassarily, you con do a lot
of simple things fo get more exercise. Walking
is the best exercise. 5o if you con find a woy to
walk moe, you can quite quickly begin to see
the benefits.

Presenter Just walking?

Mary Wilson  You need to do it regularly and walk
at a brisk poce. but ves. walking's o great form of
axercise. | advise people 1o park one block away
or get off fhe bus one stop away from their office,
That extra bit of exarcise |s offen all it needs.

Prasenter  Well, atter finding out about the threot to
iy health and just how easy it is fo address the
problems, 've decided 1l Iry fo lose a litle bit of
weight right now. I'm off for o walk.

iListening bank 02

Prasenter Who can forget the date? December the
26th, 2004. An earthquake in the Indian Ocean
tiggeed o seres of devastating tsunamis
along the coasts of South and South-east
Asia, inchuding parts of Indonesia, S Lanka,
and Thailand, The final estimate compiled by
the United Notions put the number of dead
or missing of clese to 230,000 pecple. And for
those that survived - towns, communities, homes,
jobs, and lves ... all in ruing, Relief efforts began
quickly and, of course, continue to this day, Many
people are stil frying fo help in many different
ways. Todoy, we'ne going fo ook at just how one
approach has helpad - that of sport. Sport plays
a major part in many people’s ives, but how can
it help rebuild communities when disaster strikes?
Jolning me is Michael Nilsen from the United
MNaticns Development Programme. Michael, what
part has sport played in the redevelopment of
the anaas hit by the Asion Tsunami in 20047

Michael Nilsen Sport has ploved a massive ole in
hetping fo rebuild the offecled areas.

Presenter Right from the start?

Michoel Nilsen Yes. to start with fhere were the
fund-raising events that took place across the
world. In rugby union o Northem Hemisphere
tecm ployed a Southern Hamisphere one
in London, and in Barcelona 40,000 people
watched a feam of some of the greatest
foctballers in the world play a Eurcpean team.
There were also two cricket matches in Australio
and London, where an Asian feom took an a
Rest-of-the-world side. Thase high-profile matches
kept the disaster in people’s minds ond helped
raise miflions of pounds from gote receipts and
television deals,

Presentar  Whot obout since then? What about the
local pecples themseaives?

Michael Nilsen  Well, there've been many inifiatives
fo help get people playing sport ogain. As you
said in your infroduction. sport plays o major
part in people’s lives - especially for young
people. You know, er it cllows them to express
themsehves and this can halp to reduce - o little
= the frouma coused by the tsunami.

Presenfer  Can you give us some exampies of these
nitiafives?

Michael Nilsen Sura, hare's one. 've just come
back from Aceh in Indonesia. The UNDE in
conjunction with Nike and the aid organization
Mercy Corps, have donated over 50,000 foofballs
to schools, clubs. and other youth organizations
across the region ..

Presenter Right. That's a lot of footballs!

Michael Nilsen ... Hmm, in the hope that il
help fo revive the foctball spirt’ in the region.

business one : one




-

listening script

'nnls denotion alone hos had a very positive

resume fheir activities, and jocal competifions
have been set up. The UNDP has
o rehabilitate other sparting f
_ including volleyball and bqsl@nlbull courts
Presenter But what rea) effect has this actually had
an the peopia’s !u.ves?

oyl oled ty Mike. He promised
he wouldn't be watching the nest
'Horid Cup - he'd be playing in ! Carlainty for
pecple lke Eddl and his fiends the donation
of balls and boats gave them something back.
Something they hodn't had since belom the
fsunami: the chonce to piay a gome thay love.

Presenter  That's in Indonesia. What about
elsewhere? How else hos sport helped people o
rebuild?

Michoel Misen A really positive story's come from
5r Lainka. The Tsunomi complefely destioved the
cricket ground In Galle ...

Presenter Ah, ves. I used fo be g very picturesgue
ground

Michoe! Milsen Right. Fer a long time ather it loakad
as il the ground would be left fo rof. But no.
Thanks to the effarts of the cricket commiunity
both in S Lanka ond around the word, the
ground has been complately returbished and is
ready fos test cricket agaoin. For the cricket-mad
people of Galle. this hos had a symbolic effect
that life can return fo nomal,

Presenter  And for the those who aren't s 'cricks!-
mad' .., 7

Michael Milsen  Wall, the refurn of fest cricket 1o
the region will bring an incraose in evenus from
tourisrm,

Presenter  And hove sporfspeople confinued fo gel
invoked?

Michael Nilsen  Yes. sure, For exompile, the S
Lankan village of Ssenigama has been
completely rebuilt thanks to donafions o o fund
set up by aricketers Muthiah Muralitharan and
Chaminda Vaos. As well as rebuilding the villoge
and assisting er hwenty-five other villages in S
Lanka, fhe foundalion has provided new sports
facilities for the wikage. Cricket pitiches but also
an alhlelics frack and a swimming pool

Presenter As always, scme peogle might argue
that sport is not a prionty, That the money
could've been used in other more useful ways.
How would you respond to that?

Michoel Nilsen  Sport In the reglon hase't been
funded cut of the emergency ralief funds, iI's
been funded oul of ofher intiatives that have
raised maney specifically for the purpose, Spot's
an important port of people’s lives. In both of the
places e just menticned. Gole and Aceh, the
people ae sports-mod.

Presenter Yes, | con see that,

Michoel Nilsen | mean. obwiously, in the direct
offermiath of the disoster. peopla weren't thinking
abouf playing sport. Of course not, But as things
storled fo get back fo - some sorf of - nomality
the locals realized that their sports facllifies had
been desiroyed. This coused even more distress,
In Galle, even while people were still living in
tentz and other temporany accommodotion the
locals were wondering why wark hadn't started
on reconstructing fhe cricket ground!

business one : one

Presenter  So, sport has been just one of many,
rmarny ways fo help in the affermath of the
tsunami,

Michoel Nilsen Exactty. Thiough the donation of
sporting goods and other projects like the ones
| falked about, we've manoged to put smiles
back on people’s foces. Sometimas that's just as
Impartont as meney In their pockets or food on
ftheir tables. You know, youth empowernment is a
crueial glement in post-disaster rehobilitction
wark ...

Presenter Michael Nilsen, I'm afraid we'll hove o
lecve it fhere. Thank you for joining us.

Announcer  And now, In o special edition of Living
Space, Peter Marzh looks al Ihe ehanging trends
in the property morket,

Presenter  Across Europe. properly prices ore rising
- from a staggening 40% in Moscow .. o 20% in
Prague ... and 10% in Paris_ I the UK, the cost of
an avarage London house hos risen fo £300.000!
With most mortgrage companies demanding a
10% deposit, o young person trying fo get infa
the property market needs a 530,000 deposi!
betore fhey can even start looking for a proparty,
and then an annud! income of over £64.000
before lenders will approve their mortgoge
applicalion. The rise in house prices has been
caused by o number of factors - ane of them
being o partial breakdown in the way the
housing markel works. In the old days, people
wused to 'climb o ladder’ - buying a cheop
property when they were young before seling
up ond moving on fo o more expensive one
when fheir incomes and for fomilies grew. But
recent frend shows pecple moving on withau!
selling. Elena Ruzicko hos just bought o new
three-bedroom house here in the outskirts of
London without selling her one-bedroom fiat in
the narhvwest of the cily. Elena, wiv didn't you
zell the fiat?

Elena Well, I'd be crazy ta sell it, With the current
state of the property market, | mean, # could be
waorth half as much again in about five vears'
fimef And even if it isn't, 1'm still renting it out and
making aver £100 o waek on i, which miakes the
cost of upgrading rmuch rmore manageable.

Presenier Righl. 50 how did you afiord the deposit
for this new house?

Elena | put it on my credit cond .

Presenter  Your credit cand?!

Elena Yes .. you see the credit cord componies
are always offering new deals. 5o you can bomow
money on one cord, and get siz months’ interest-
free credit. Then whan the special offer runs out,
you just leak around for onother special offer!

Prasenter  Thanks, Efleno, So that's one way of
getting o depasit logether fo get o mortgage.
How do other people sove money 2o fhat fhey
can afford to buy for the first time in London?
Trends ocross Europe show that most pecple fry
1 live with their parents for as long as possible,
with the averoge age of lsaving home in London
now at twenty-alght, pulting it an a par with
Rorme which has fraditionally hod the highest
oge for childdren o leave home, But not everyone
wants ta be tied fo the parental home! Mest
Steva Evans, who's found a range of ways fo
sove maonay for his deposit. Stewve, what hove you
dona?

Stave  Well, fo start out | was o buidding guardicn

Presenter Whichis ... 7



Steve  Wedl, | lived in an old worehouse in east
London. | paid just £200 o menth to live thee,
but in return for the cheap enf | hod to make
sure the building was secure. Basically, | was a
security guard. | guess | acted as a deterent
o vandals, you know, who might domage an
emply property. Or squatfers ... they could
couse problems when fhe building's owners get
planning permissicn,

Presenter Living in o warehouse - that sounds a bit
odd.

Steve Wil there was hot and cold running water,
and a shawer and cooking focilities so, er,

I guess it wos fine. The only reason | moved

ouf was becouse the owners got planning
permission, So now I'm what's known as a ‘couch
surfer’.

Presenter  That's another new ang. A couch surfer,
What's thai?

Steve  Well, rather than renting a room in a fiat, |
rent this sofa. I'm paying about 240 a week to
rent Q sofa,

Presenter Cheapl

Steve Yeah, I'd have o pay over 2100 if | was
renting @ room, or even sharing a rcom, But
being a couch surfer means | con confinue
saving for a deposit on a flat but also live near
fhe centie of London.

Presenter What's if like - sleeping on a sofa?

Steve Well, as you can see, the sofa's pratly big
... and comfortable. To be honest. | don't really
notice. Of course, fhere are downsides. First off,

I have to make sure | keep my things fogether,
just here - the others hate it it | don't put the
bedding awoy or leave my clothes around
Then | don’t have much privocy, you know, |
can'f really go to bed until the other two do.

I can't really have friends over. if | wont some
fime to mysed, | have to go out for o bikeride or
something.

Presenter What do your flatmates think?

Steve The couple who own this fiaf are old friends,
50 it's cool. They bought it three yeors ago and
inlarest rates howe gone up since then - its good
busingss for them. My £150 a manth hedps them
to pay their mortgage. | try ta do my share of
litthe jobs ... household shulf ... and cook dinner
o couple of times o week to make sure that 'm
not outsioying my wealcome.

Presenter  OK. And how long do you think you can
keap it up?

Steve Good question! I'd love to buy a one- or
twi-bed fiat in east London. Buf that won't be
cheap. I'm saving obout £250 a week towards o
deposit. Hmm. | think |l be ready fo buy in about
five manths. I'd fike fo get o two-bed and rent out
the second room. If | got a one-bed flat though,
perhaps 'l get someone fo pay fo sieep on my
sofal

Presenter So there you go. Another trend is for
people, clder people, to downsize - leaving their
farnily homes after their children have flown the
coop. maving nfo smaller more manageabis
hauses. They're what estate agents call holding
folding'. People who are cash buyers, not
needing to take out a mortgage. | met Owen
and Liz White who did this about five years ogo.
Cwen, why did you downsize?

Owen Basically, it made economic sense fo do s0.
Our three childran hod left home ond tha hwo of
us were ratting eround o fourbedroom howse.
When we locked at the market, we discovarad
we wers sitting on a forfune. We decided o sell

the house. buy this smaller one, and still have o
nice liffle nest egg left over for our refirement.

Prasenter  And were there any problems?

Owen At first there wess a cash flow issus, sowe
needed a smoll loan. But after the sale went
through, we could easily pay that off. Otherwise,
| suppose. er .. it was fairly easy. Was 117 Yes,
yes, When the estafe agents discovered we
were paying with cash. they wene falling over
themselves to help us. Obwiously. you can fell it's
a bt of a squesze now - if all the family come
home at one time. but we manage.

Fresenter There we hove it - three first-hand
accounts of new frends in the UK housing
market. But what about countries where s stil
the norm to rent rather than buy ..

Listzning bani 04

Presenter Hi. Weicome to Web Weekly; the
programme that locks at the business of
the Infernet. I'm Guy Halmes and this week
wa'e going fo start by looking ot an intemet
phenomenon which might - | say ‘might’ - just
change the way we watch TV. I'm falking about
the new company Joost and their plans fo make
your favourife television pregrammes available
to watch anywhere. any fime. Here with me are
T-industry expert Louren McCall, ond the editor
of MyNet mogazine. Anil Romesh. Let's stort with
you, Anil. Joost - funny name - what is It exactly?

Anll Well, cccording fo thelr website. Joost is o
niew woy of watching TV on the infernet - giving
you the freedom fo choose whaot to wateh, and
when.

Presenter S0 what's the big deal? Aren't fhere
already hundreds of us already using wabsites to
watch TV clips. sports events, and so on?

Anil  Right, But Joost's gonna bring it oll fogether
in a much more structured woy. They promise
high-quality, full-screen pictures, hundreds of
ful-length pregrammes, and easy-tefind shows,
They're claiming that they can aveid the choolic
systems that ore curently available.

Presenter 50 who's behind it - the company. |
mean?

Anil Well, it's the brainchild of two of the most
successiul infernet enfrepreneurs of recent times.
The men behind Skype and Kazaa - Jonus Friis
and Nikias Zennstrom. Skype is one of the world's
leading VolP systems - now that's “voice over
internet profocol” - which has changed the way
millians of people make telephone calls and
represents o huge threat to the telecom industry.
5o, you could say people are faking this new
wenture prafly seriously.

Presenter OK, Louren, is that true? Is this serious
shuff?

Lauren Yas, | fhink it is. What's maore, it's thought that
a lot of the plus sides of Skype will be added
io Joost. The lounders seem fo be envisaging o
world where friends could be at opposite sides
of the globe but could be chatting online while
watching Ihe some progrommes. O fans of o
certain show can be connected via chatrooms
and octually interact whils watching. IS set
to moke TV-watching o much more interoctive
enpariance.

Prasentar  Sorry, | shill don't quite get what's new
about this.

Anil Well, there are other features being discussed
too. You know. users can track what shows their
friends are watching or choose fo be pointed

In the direction of other programmes they may
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Louren TV componies am seernlnglv
being rnqre mature obout this fnan their music
inclustry counterparts, Theyre mesting the
challengs head on. Joost has already signed
deals with some of the malor LS companies.
including America’s CBS, who make “Survivor
and ihe 'CSI' shows, Alse MTV owner Viacom
= makers of Tha Dally Shiow'.

Prasenter  Hrn. Why are they so eoger to get behind
Joost?

Lauren | think it's because fhey're sesing a changs
in trends in how people wateh TV, Especially
the under-25 age group. Thare's been a real
proliferation of TV channels recently becouse
of digitalization. Here in the UK. for exomple. just
hwenty vears ago thane weme only five, er. four ...
four channels but now anyone with a digital sat-
fop box con access hundreds of channels. Spor,
music. drama, cookery ...

Presenter  But mome choice doesn't mean mons
paople walching TV,

Lauren Mo, no - you're right. According fo madia
regulator Ofcom, $0% of 16-24-yearoids say
they've already downlooded programmes cver
tha Internet but at the same fime. o growing
number of thol oge group ara switching off their
Vs altogether, Around 3% more ecch year So,
as these figures suggest, and as the success of
existing sites like YouTube hove demonstrofed,
broadoasters have iifle choice but fo embroce
the phenomenan.

Presenter  OK, OK. Anil, musie sharing sites
have been riddied with problems and legal
chollenges. Will Joost avoid thase?

Anil  Wall, it looks fike the founders have done thelr
homework,

Presenter Meaning?

Anll Meaninig Its thought that they'ie agresing
revenua-sharing deals with 1he major television
distribulors. Thers's actually no fle-shoring
element or usergenenated content - so that
avoids other copyright issues. The real key though
will De fo secure global content distribution
rights, you know, 5 ol their programmes ars
available to oll their users, whenever they ars in
the world, At the moment, some of their confent
isn't availabis in Spain while other progrommes
aren’t available in Japon, But the compony’s
canfident theyll cvercoma this problem sognish,

Presenter So .. Is Ihis the end of TV as we know it7

Anil Yes| Nol Wall ..

Louren Mo, no | don't think s0. TV is such o part
af the nofional psyche. It provides o shaned
axparience, it provides the ‘woltercooler
moments’,

Presenter Ah, yes. Walar-coocker moments .,

Lauren  You know, the mext day inowork. You stand
around the water-cooler or cofiee maching
discussing the main events on TV the night
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before, The domatic ending 1o o soop openz ar
o controversial decurmentary. that sort of thing. |
think TV still has o future, It also has the benefit of
new fachnclogy such o5 high-definition pictures.

Presenter So, a final comment fram you bath - will
Joost be o success? Anil?

Anil | think 5o, yes, They hove the expertise in Friis
and Zennsirom who've been here before. They
seem o hove fhe TV companies onside and
inifial demand has bean high. 5o yes, this hos all
the rght Ingredients to be o ol winne:

Presenter Lauran?

Lauren | ogree. although | don't think it be the
anly wioy people watch TV | think that espacially
for the under-30s Joost will offer an altemative
thot suits their busy and hactic ifestyles.

Presenter Well, there you go. Looks like we'll hove
to woit and see if Anil and Louren ore rght. |,
for ane, remain uncamvinead! Thanks to both of
them for joining us. Now, our next item fokes us fo
the developing world ...

Listening

(Mate: While hcsed on actual facts, the following

intaryiew |3 fictious)

Presenter I'm hess at the tweifth onnual Beer
Producers’ Fair. in what many people consicer
the home of beer; Munich, Germaony, As well os
playing host io the Besr Producers” Foir, Munich
Is alsa the home of the Okioberfest, That's tha
ooeasion when over st milion people descend
on the city fo sampla the beer and loeal cuisine.
But I'm here foday o toke a minl ‘world towr of
beer and brewing,

Arecant sunvey by international marketing
analysis AC Nielsen found thot beer is the world's
fovourite drink, In Russia and Ching, sales ans
booming. At present, it's the USA thal leods
the way in ferms of beer producfion but it's
thought that Ching will everlake it by the and
af the decade. Consumption there grew by o
massive 88% between 1995 and 2000. Since the
liberalization of the economy, giobal brewers
have descendead on Ghing, trying fo muscle in
on fhe potential market. If's thought that thereme
over B00 brewenes in Ching, tha aldest being
Tsingtao.
But our world tour doesn't start in Ching, instead
.. we're starting in indio, While some Indian
states ban aleahol, the country's locol brewaries
range from the for north in the Simia hills to
Bangolore and Hyderabad in the south, Well-
known indion beers are Lion and Golden Eagle
from Mohan Meakin, and Kingfisher from United
Breweries, But maybe the best known Indian”
beer iz net actually Indian at all,
Cobra beer is nominally bosed in Bongolore but
it was founded by Combxidgs groduate, Karan
Bilimana, and is brewed in Badford in the UK I'm
hoping Cobro spokesmon Rojesh Powar can fall
ma more. Rojesh?

Rajesh True, frue. Our founder, Karan Bilimoria, locked
at the Deer market in the eighiies in Britain ard
sow that It wos dominated by euro ingers - gossy
euro lagers. Uniike wine, beer wasn't seen as a
complament o food.

Prasenter  Right.

Rajesh  Mr Blimono realized that Britain nesded
a smoother loger. you know - less gossy - that
woidld appeal to both ale dinker: and lager
drirkers alike. And also one that complementad
all types of cuisine. 5o he started to develop o
premium, high-quality lager ..



Presenter A bold move.

Rajesh Oh, yes. When we storted production wa
nad no idea if it would foke off. Britain was in the
anp of recession. Mr Bilimorio was foking o big
righ.

Presenter But it did take off, didn't it?

Rajesh It did indeed. Skdeen years later, Cobra
Beer is now stocked in over 6,000 restourants
and in most major supermarkets and off licence
chains in the UK. It's also increcsed its presence
in mainstream retail outlets and is available in
nearly 6,000 pubs, style bars. and clubs,

Presenter Imprassivel But it's not just about the
sales, |s It7

Rajesh No, of course not. We're concerned with the
quality of our beer. We use only the finest natural
ingredients. We're also vary proud that IYs won a
range of prestiglous owards.

Presenter So, can | ask ... just while we somple a
toste here ... is Cobra a British o an Indian beer?

Rajesh Cerfainty Indian. Cobro wos first brewed in
Bangalore in 1990 and imported to fhe UK for
seven years. So. very Indion, It was only In 1997
that Cobra started brewing under licence with
Chorles Wells in the UK, Now, in o strange twist
of events, you might say, we've parthnarad with
Mount Shivalik Group. Now that's the largest
independent brewing company in Indio. We plan
to brew Cobro under licence for India’s rapidly
growing domestic market. This is o turning point
in Cobra Beer's history - this time we will brew
Cobra in India, for India.

Presenter Hmm, and very refreshing it is foo, Well,
we beove India now and maove on 1o South
Americo. It also has an impressive brawing
history. The Spanish built breweries in the londs
they conquered, alfhough the modern influence
Is German, so there are plenty of lagerstyls
beers. But long before the Eurcpeans arrived,

~hafecs and Mayons made beers - some basic,
some surprisingly sophisticated. | have hare
- somewheare, ah, here - a bottle of Xingw. This is
a biack beer made commercially in Brazil and
axported fo the USA, Its based on an anclent
recipe made in the Xingu region of the Upper
Amazon since 15571 What do you think of
that? Let's try this one ... hrnm, it's ful-bodied,
definifely. Certainly very diffierent from anything
I'va ever tried bebore. Hm. Sweet? Sweet with o
freccly taste. Right. Moving north, Mexico also
hos on interesting brewing history:, The Europaan
influence con be seen in beers such as Dos
Equis and Megra Modelo. These dark logers are
bosed on a style known as ‘Austrian red’. I'm
Jained by Juan Ferer of Dos Equis. Juan, how
do you cccount for the Austrian influsnce in
Menican brawing?

Juan  They reflect the period when Mexico was
part of the Austrian Empire. The Austrian reds are
brewed with dark malts that give them a fine
chocolate, roast, and spley character,

Presenter And, tell me Juon, where does Dos Equis
get its name from?

Juan Wl it's because of the fwo crosses on the
label. Qnginally. In Spanish, it was called Siglo XX’
which means '20th century’ The brand was nomed
o commemaornate the amival of the new century,

Presenter | see. Well, let's somple this one ... Lovely,
vyes. And this s the orginal Austrian red styla?

Juan Yes, this is Des Equis Ambar - it's actually
mare popular in export markets like the USA, That
one, Dos Equis Espectal, no - in the green bottfie
- is more popular at home.

e

Presenter 3o how are the Americans dealing with
all these competitars fram amound the world?

As Lioyd Evans from Brewing USA mogozine
exploined, less is probably marne.

Lioyd The country’s currantly enjoying a revalution
at the moment, with mare than 1,300 ‘micro-
breweries' Their sales grew by 16% last year and
they now enjoy a market share of mers than
10%. Many of these ‘micros’ are extremely big by
international standards: Sierra Mevoda in Chico,
California, for example, produces 800,000 barmrsls
a year.

Prasenter Tell us mone about Siema Nevada,

Uayd  Well, it was lounded in 1979 by Ken
Grossman and made its first batch of Pale Ale
in Movember 1980. The brewery was built out of
diairy fanks, o soft-drink bottler, and equipment
salvaged from old brewaries.

Presenter  An interesting start!

Lloyd Yes, but right from the start it wos very
popular. Grossman soon had to update his
brewing equipment in order o guench the thirst
of the drinking public.

Presenter And Siermo Nevada alse produce the very
successiul Bigfoot. of course, which we'ne going
fo try now. Hmm. Nice ond rich, cerfainky, Sort of
a bareywine style.

Uoyd Sure. Hmm. Yep, yep.

Prasenter From the USA, we maove on fo the Czech
Republic - maybe the bithplace of the modem
lager ...

Listening bank 06

1 Jon Jiasek - general director, enargy
muitinational (USA)
| think o great boss should lead by exarmple, My
crada, if you like, is that in business no ona'll work
harder than the boss, Also, ne one'll be mone
optimistic than them, So it’s up to the beoss o
set a good personal exaomple. If my stoff see ma
hard af work, then they'll be more motivated to
wiork hard. i | were always at lunch - well, mare
than | am now - than, you know what they say ..,
when the cat’s away, the mice will play.
| also think o boss needs 1o know how to listen.
Big ears, small mouth. Just becouse you're in
charge doesn't mean you know everything.
50 being able to listen and respond fo thase
arund you is important. And finally, erm o boss
should remember that they're like everyone else.
Last summer, for example, | miscalculated how
long it would take to set up our new regional
offices, I'm prepared to admit that - incomact,
I'm nat immune from blome just because 'm
the boss,

2 Tung Tsang - general director, national saving
bonk (Hong Kong)
A great boss is one who works as hard ds
possible for his clients, stoff. shoreholders, and
the comparny. Also, it's a person who listens
more than they speak. They should be open fo
ideas and be ready to put their own ideas up
for dabate. Hm. But ... they mustn't be afraid
to make dificull decisions. Yes. | can delegate
work but | rust be willing to be decisive when
necessary. For example, if | don’t think we should
rebrand fill next year. then we don’t rebrand fill
next year,
For me, o good boss needs fo make suns that
there’s o system In place that encourages the
employees to work as hard ... as enthusiostically
as possible. People respond best not only o
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| by feling ther
they'e part of o teom ] whry | gove us ‘feam
holidays'. 5o 0 boss cgn o mofivate the

wotkforce by offering e
butf also by moking sure
communication ars

im of fiffeen people
W~ | el make it rmy
bboutmem That's so | can
=5 and be aware i ary of

them ara hcmng difficulties or problems. This
helps to fostar o tearmwerk ethic. A great boss
Is interested in the teom s pecple and doesn't
only see them os workers, | ochually sit down with
them. | talk fo them about thedr kids as well s
about their fasks lor e day, However, I'm not
afroid to odminister some fough love' too, Just
yesterday, | had fo have a litle wond with ane of
myy junions = you krow, not pulling his weight, | let
him know whot he wos doing wiong and what |
expacted of him.

Good motivation stems fram what | just said.

IF rry staff know what's expected of them,

then they'll respand pasitivaly. | think stoff lack
metieation when they're nol sue what they'e
working fowards or, er, fhay don't feel like their
rale is important,

4 Laors Poulsen - genel dirsctor, international

brewing conglomenate (Denmark)

Wl o good boss - o great boss - knows how
to fisten and when fo be oble fo delegate. They
give authorlty and space to their employses. |
try o do that, you know, 5o the workioree are
able fo do their job effectively. Also, o good boss
neads fo be able fo give clear direction and
leadership when nesded and be able to justify
their decisions ta the staff. With key decisions, |
don't just send o global email. | give a speech.
a presentation, Take guestions. that sart of thing.
A geod boss needs o hove a cleor ovendew of
whait is going an in all areas of the company
and not just those that inferest them. Al least
once d week, | toke an hour to wolk aound the
production Boor My 'lithe four’, | call it. | suppose
the key 1o being o grect boss is knowing exocily
how 1o get the best out of eoch individual who
wiorks for you.

Talking obout mofivation, the company can
provide differant things o fry to help motivate
thair stall but obviously success is The best
mativator - everyibody wonts fo play for a
winning team,

5 anna Fiala - regional manager, mulfinational

communications compony (Crech Repubdic)

In the first place, a boss must olways be sean
@z consistent - they can't hove a different
opinion every week_Say one hing and do
sormething different, | mean thay can’t have o
‘do as | say nat as | de’ mentolity. For exomple,
when smoking wos completely banned on our
company premises, | had o go outside - or fry
fo quit - ike everyone else, Secandly, oll of thelr
team must feel that they're wall supporied ond
have enaugh, emm. autonomy to do their work, A1
the same fime, they must be well co-ordinated
with each ather, so they're ol working towards
the same goal. So. o great boss is mare an
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overseer than an organizer. Finally. it's extremely
important to ba honest and open with the
company and its employees. Last Friday. even my
boss fokd me he thought | could do better Well. o
litthe: better!

‘When It comes fo the question of motivation,

a good boss must create an envicnment for
Their workforce that allews for e, for growth

- professional growth. And good working
conditions, and ottroctive rewards for hard work



