
Unit 1

1.1
A Which company do you work for?

B I work for Assa Abloy. 

A I don’t think I know the name. What does the company do?

B We make locks and security systems. I’m sure you know 

some of our brands. Yale locks … or Chubb … or Vachette, 

for example.

A No, I’m afraid I don’t. Who are your main competitors?

B The Eastern Company …? Ingersoll-Rand …? Master Lock? 

A Well, I think you can see now that I know nothing about the 

security business. Where’s the company based? 

B It’s a Swedish group. 

A Oh, OK. Is it a very big group?

B Yes, it is. We have about 43,000 employees.

A That is big. 

B And we have annual sales of more than €5 billion.

A So are you mainly in the European market? 

B No, we operate in over 70 different countries worldwide. There 

are 150 different companies in the group. 

A And which part of the company do you work for?

B Besam. B-E-S-A-M. It’s a subsidiary of the main company. We 

specialize in automatic door mechanisms. Who do you work 

for?

A Microsoft.

B And what does your company do?

A We make … ah, that’s a joke, right?

1.2
The Nestlé Company is over 150 years old. It was created in 1866 

by Henri Nestlé, and the first Nestlé product was baby milk. The 

company still produces baby products today, but this is just one 

in a wide range of food and drink products, including chocolate 

and confectionery, bottled water, breakfast cereals and ice cream. 

It’s a very successful company with an annual revenue of around 

90 billion Swiss francs.

Nestlé is a truly global company. Its head office is in Vevey 

in Switzerland, but it manufactures in 447 factories around 

the world and sells on all five continents. It has over 300,000 

employees. We talk to some of them today.

Nestlé believes that it is important to invest in its employees. 

Training is an important part of its philosophy. Last year, 80% of 

employees did training courses. We hear from a Nestlé employee 

who started on the production line and is now a senior manager.

Nestlé also invests in people outside the company, giving money 

and help to local communities. The company offers education in 

nutrition, health programmes and gives free food. We talk to a 

health expert on how Nestlé products can improve your health.

Finally, we look at Nestlé’s role as a ‘green’ company. It protects 

the environment by using less water, less energy and less 

packaging. A supplier tells us how Nestlé helps him to conserve 

water in his agricultural business.

All this, and more, in Nestlé in Focus, right after the break.

1.3
A Our company operates in 165 different countries and it has 89 

factories on all five continents.

B Sorry, can you say that again?

A Yes, sure. We’re in 165 countries and we have 89 factories …

B Sorry, can you speak a bit more slowly? So that’s 89 

factories …

A In 165 countries. That’s one-six-five.

B So you’re everywhere in the world. 

A Yeah, that’s right – on all five continents. And we have 

305,000 employees and annual sales last year of 17.8 billion 

dollars.

B Sorry, how many employees do you have?

A Three hundred and five thousand. Three-zero-five.

B And what are your annual sales again?

A Seventeen point eight billion dollars.

B Nearly 18 billion. OK.

1.4
Gianluca Excuse me. Is this seat free?

Carmen Yes, it is. Go ahead.

Gianluca Thanks very much. Can I introduce myself? I’m 

Gianluca Donatelli.

Carmen Nice to meet you. I’m Carmen Sanchez.

Gianluca Nice to meet you too, Carmen. Where are you from?

Carmen I’m from Argentina. But I live and work in Europe.

Gianluca And who do you work for?

Carmen I don’t work for a company. I’m self-employed.

Gianluca Oh, really? And what do you do?

Carmen I’m a journalist. I write articles for consumer 

magazines.

Gianluca So why are you at this conference?

Carmen I’m here to research an article on Internet service 

providers.

Gianluca That’s interesting. A friend of mine works for an 

Italian service provider. Can I introduce you to him?

Carmen Yes, of course. That would be nice.

Gianluca Roberto. Can you come here a minute? This  

is … sorry, what’s your name again?

Carmen Carmen. Carmen Sanchez.

Gianluca Roberto. This is Carmen. She’s writing an article on 

Internet service providers.

1.5
Gianluca What do you do?

Carmen I’m a journalist. I write articles for consumer 

magazines. What about you? What do you do?

Gianluca I’m a sales manager. Why are you here at this 

conference?

Carmen I’m here to research an article on Internet service 

providers. How about you? Why are you here?

Gianluca We want to find new customers in the European 

market.

1.6
Joker question 1 This Internet services company has its head 

office in Mountain View, California. If you are looking for 

information on the Internet, go to this company’s page first. 

What’s the name of the company?

Joker question 2 This car manufacturer is based in the UK, 

but it’s a subsidiary of the German company BMW. It is well 

known for its luxury cars, but it also makes engines for the 

aeronautic and marine industries. What’s the name of the 

company?

Joker question 3 This Japanese company specializes in 

audio, video and communications products. It has around 

160,000 employees. One of its most well-known products is 

PlayStation. What’s the name of the company?

Joker question 4 This American company has its head office in 

Seattle, Washington. Its products include the 737, 747, 767 and 

the 787. It’s the main competitor of Airbus. What’s the name 

of the company?

Joker question 5 This company specializes in tyres for cars, 

but it is also well known for its calendars. It’s a competitor 

of Michelin and Goodyear, and it’s based in Italy. What’s the 

name of the company?
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A Yes, that’s right. But you’re not the first person to call me 

today! There’s a problem with the server.

B Is somebody working on it at the moment?

A Yes, I am. But it’s not easy, because I’m on my own here. 

Everybody else is having lunch. Try again in half an hour.

B OK, Aidan. Thanks.

2
A Good to see you again, Johann.

B Yes, you too, Anabelle.

A Are you staying here all week?

B Yes, I am. I’m giving a training course. 

A So who are you training this time?

B It’s a group of six people. They all work in telesales.

A Ah yes, I know Sonya and her team. So is it going well?

B Yes, they’re making good progress. Do you work with the 

telesales team, then?

A No, I don’t, but we have lunch together from time to time.

B Well, I’m going to a restaurant with them right now. Do you 

want to come?

A Sorry, but I always go to the gym on Wednesdays. 

2.4
A My landline is oh-one-eight-six-five, double five-six, seven-

six-seven.

B Sorry, double five-six …

A Seven-six-seven. If there’s no answer on that number, he can 

try my mobile number. That’s oh-six, two-five, nine-seven,  

eight-oh, double three. Those are UK numbers. If he’s 

phoning from Germany, the code is double oh-double four.

B Zero-zero-double four. OK.

2.5
1
A Can you give me your name, please?

B Sure. It’s Geoff Eccleston. That’s E-double C-L-E-S-T-O-N.

A Eccleston. With a double C.

B That’s right.

A And your first name, Jeff … is that J-E-F-F? 

B No, it’s Geoff with a G. G-E-O-double F.

A G-E-O-double F. OK.

2 
A Can I have your name, please?

B Yes, it’s Aliny Reis. That’s A-L-I-N-Y …

A A-L-I-N-Y. And your last name? Reis, did you say?

B Yes, that’s R-E-I-S.

A R-E-I-S. OK. 

2.6
1
A Ackers and Shipton. How can I help you?

B Is Mrs Ackers there, please?

A Speaking. Who’s calling, please?

B This is Simon Ilago from AOS – Ace Office Supplies.

A What can I do for you, Mr Ilago?

B I’m calling to offer you a special price on printers, Mrs Ackers. 

A I’m sorry, I’m busy at the moment. 

B Can I call you back tomorrow?

A Sorry, but I’m out of the office tomorrow. But thanks for 

calling. Goodbye.

B Er … you’re welcome. Goodbye.

2
A BFC Consulting. Ralf Guterson speaking.

B Hello. Could I speak to Leo Keliher, please?

A I’m afraid he’s out of the office at the moment. 

B Could I leave a message?

A Yes, of course. Could I have your name, please?

Joker question 6 This Northern European company produces 

mobile phones, multimedia systems and wireless networks. 

In the mobile phone market, two of its biggest competitors are 

Sony and Samsung. What’s the name of the company?

Joker question 7 This French group is a world leader in dairy 

products, including yoghurts, cheese and desserts. It’s the 

number two in bottled water, and it also produces biscuits. 

What’s the name of the company?

Unit 2

2.1
Interviewer So what do you do, Simon?

Simon I work for a company that produces software. 

Interviewer And which department are you in?

Simon I’m in the sales department and I’m a sales rep. 

Interviewer So who do you work with? 

Simon I work with a small team of reps. There are three of us. 

And obviously I have a lot of contact with my customers.

Interviewer So who are your customers?

Simon Our customers are international companies that 

work with producers and suppliers abroad. They use our 

software to calculate the cost of making a product in different 

countries. 

Interviewer And how does this help your customers?

Simon Well, they know the production cost in each country. 

Then they choose the supplier with the best price.

Interviewer OK, I see. So what sort of problems do you deal 

with in your work?

Simon Hmm … I think the biggest problem is time – my 

company only employs 12 people, so there’s a lot to do. As I 

said, I sell software, but I also train our customers to use it. I 

organize the training courses, and that’s a lot of work. Five 

days a week just isn’t enough to do everything.

2.2
1
So tell me, what do you do?

I’m a sales rep. 

Who do you work for?

I work for a company that produces software.

2 
I’ve not seen you at work for ages. What are you doing these 

days?

I’m travelling a lot more. 

So that’s why I never see you. What are you working on at the 

moment?

I’m working with our new suppliers in Hungary and Poland. 

We’re setting up a new ordering system.

Sounds great.

3
Hi. What are you doing? 

I’m just finishing this report. 

Got time for a coffee?

Give me a minute.

2.3
1
A Technical Support. Aidan speaking. 

B Hi, Aidan. 

A Who am I speaking to?

B Sorry, this is Nadira. I’m trying to access my customer files, 

but the computer isn’t accepting my log-in. The log-in details 

are still the same, aren’t they? The first four letters of my 

name, N-A-D-I, then the last four of my mobile number: one 

three seven four.
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3.3
Presenter Neil, how did it all start? 

Neil Well, Jack Dorsey became interested in digital 

communications at a very early age. He was particularly 

interested in the communication problems of taxi drivers 

and delivery trucks. In fact, all companies with vehicles that 

needed to stay in contact in real time. When he was 15, he 

produced some communication software that is still used by 

some taxicab companies today.

Presenter That’s interesting. So he started very young. Did he go 

to university?

Neil Yes, he did. First he studied at the University of Science 

and Technology in Missouri, then he went to New York 

University. But he didn’t finish his degree, like many other 

high-tech entrepreneurs before him – Bill Gates, Steve Jobs, 

Mark Zuckerberg. The list is very long. Instead, he moved to 

Oakland, California.

Presenter And is that when he started Twitter?

Neil No, not immediately. In fact, he started a company to sell 

his communication software and he sold it online. But then 

he had an idea for a different type of communication service 

– one where you could exchange short messages with all 

your friends in real time. He found two partners who were 

interested, and started a new company with them. And then, 

immediately after, he created a simple, user-friendly website 

where users could post short messages of 140 characters or 

less. It took him just two weeks!

Presenter Oh really? So this was the beginning of Twitter as we 

know it?

Neil Yes, that’s right. And Jack Dorsey posted the first Twitter 

message, or ‘Tweet’, on the 21st March 2006.

Presenter So what was the message? Something original and 

memorable, I hope?

Neil No, I’m afraid not. The first tweet was the words ‘Just 

setting up my twttr.’

Presenter So not so original! And was Twitter an immediate 

success?

Neil No, not at first. A lot of people didn’t see why the world 

needed another messaging service. And there were technical 

problems with the site in the early days – it wasn’t very 

reliable. But in 2008, Barack Obama and John McCain used 

Twitter for the first time to communicate to voters in their 

Presidential campaigns. Today, everybody uses it: not only 

politicians, but also pop stars, sports personalities … and of 

course, you and me.

Presenter Neil Harris – thank you. We’ll hear more about recent 

developments at Twitter … just after the break.

3.4
A Did you have a good week?

B Yes, it was great! I went on a trip for a change.

A Did you? Where did you go?

B We went to Monte Carlo.

A That’s interesting! Why did you go there?

B It was a trade exhibition for high-tech communication 

devices. It was really exciting!

A Was it? I don’t know Monte Carlo.

B It was my first time, actually. I really enjoyed it and the 

weather was fantastic.

A Oh really? It rained here all week. I think you went to the 

right place!

3.5
I’m here to report on our experiment with podpads at the 

Summerhouse festival last month. The purpose of our research 

was to find the best accommodation for visitors during 

outdoor festivals. We wanted to find out if people would pay 

B This is Natalie Kent, from NT Consulting. Could you ask Leo 

to call me back? It’s quite urgent. He’s got my number.

A Yes, sure. Could you tell me what it’s about?

B Yes, I’m phoning to offer him some consultancy work.

A OK. I’ll give Leo the message.

B Thanks for your help. Goodbye.

Unit 3

3.1
1 You loved the Okai Traveller 2. You’ll really adore the Okai 

Traveller 3. There are even more high-tech features: we’ve 

added a totally new high-definition camera for perfect photos 

every time, and a high-speed G7 processor for super fast 

navigation. And that’s not all: the Okai Traveller 3 now comes 

in a choice of six popular colours, from Sunset Red to Lagoon 

Blue. Visit our website to discover all the fantastic features 

that really makes the Okai 3 stand out from the Okai 2 and 1.

2
A Hey, you look great. Where did you get that outfit?

B At Priscilla’s, just round the corner.

A Oh really? I love the material. It’s really high quality.

B Yes, it always is. And you won’t find this in the department 

stores.

A Mmm.

B Well, you know me – I like designs that are original.

A Yes, your things are always quite … original.

3
A So if you want a safe investment, I can recommend this 

savings account. It’s an extremely reliable product.

B Sorry. What do you mean, reliable?

A Well, you earn a guaranteed 3% a year and you can close the 

account whenever you want.

B And can I check the account online? 

A Yes, you can. And it’s a very user-friendly site. If you have a 

moment, I can show you how easy it is.

4
A So how was Spain?

B Fantastic! Great place and amazing food. The accommodation 

was pretty good value, too. I’m glad we booked with Go 

South.

A So you’d recommend them?

B Yes, I would. They even pay you £10 if you write a review of 

your holiday. So you get a lot of helpful advice from people 

who used Go South before. 

3.2
Welcome to our new series of Business Foundation, where we 

look at the entrepreneurs who have made our lives so different 

today. People like Jack Dorsey, co-founder of Twitter, who 

launched his popular social networking service in 2006. Or 

Tim Berners-Lee, who started the World Wide Web in 1991. 

Many people didn’t know him before 2012, when the London 

Olympics celebrated his work.

Here’s a question for you: when did mobile communications 

begin? That was in 1973, when Martin Cooper made the first 

mobile phone call using his new invention, the Dyna-TAC 

phone. And who was Roland Moreno? He invented the smart 

chip technology used in credit cards, passports and SIM cards 

just one year later, in 1974. 

More on these people later in the series, but today we focus on 

Twitter, and its creator Jack Dorsey. We have Internet expert Neil 

Harris in the studio to tell us all about it. Neil, how did it all 

start?
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B
I organize all the transport from suppliers to our factories, 

and from our factories to customers. So we work a lot with 

Production, but also with the Sales Department. Today I have 

a meeting with Ralf Ehrling. He’s the person in charge of 

purchasing for the whole company. He wants to use just three or 

four big international transporters for all three of our business 

units. He thinks it will cost less to have a small number of 

suppliers.

C
I’m in charge of recruitment, so I have frequent contact with all 

the different departments to find out their recruitment needs. I 

report to the HR Director, and I have a meeting with her today to 

discuss our recruitment strategy for the year ahead. 

4.2
1
A So here on the first floor we have all the financial offices. This 

is the Financial Director’s office just here on the right. He’s 

not here today. He’s working in Head Office.

B How often does he work in this office?

A Oh, he’s only here about one day a week on average …

B Where does he come from? Isn’t he American?

A Yes, he’s from New York. 

2
A This is our HR Manager, Carla Brookes. Carla, this is Istvan 

Sieliki. He’s interested in doing some marketing work for us 

in Poland.

C Ah, that’s good news. Nice to meet you, Mr …

B Sieliki. But please call me Istvan. Nice to meet you too, Carla.

C So how long are you staying here … Istvan?

B Just two days – today and tomorrow. So how many people 

work in Human Resources, Carla?

C There are six of us in all, but two people are part-time.

3
A We’re now going into the new part of the company. 

B When did you open this building?

A Just two months ago. I’ll show you our new call centre. Our 

staff here take calls from customers all over the world.

B And are all the staff fluent in English? 

A Not all, but a lot of them are taking English lessons at the 

moment.

4
A Can I introduce you to Alex Fenton? Alex is responsible for 

new business in Northern Europe. He’s on the road most of 

the time, talking to new customers. 

B Hello, Alex. So who chooses your sales markets?

D Well, we get information from a lot of markets and then the 

sales director develops a sales strategy depending on which 

countries are interested in our products.

B So which countries are interested in your products? 

D Sweden and Denmark mostly. But there’s some interest from 

Poland, too.

B Do you know the Polish market well?

D No, but I want to have a sales rep there soon. I’d be very 

happy to hear your ideas.

4.3
A There’s someone who really wants to meet you. Dave Payton. 

He says he knows you.

B Dave Payton … oh yes, I think I remember him. Doesn’t he 

work in International Sales?

A Yes, he does. That’s right.

B I think I met him in Brazil. He travels a lot to South America, 

right?

to rent a podpad. We did this by interviewing 50 visitors to the 

Summerhouse festival. First, we offered a free night in a podpad 

to the 50 people in our research. Then we interviewed them 

about their experience. Finally, we spoke to the farmers who 

allowed us to use their land. We asked them for their opinion of 

the podpads and also of the company that installed them. 

We found that podpads were popular with visitors and farmers. 

The visitors were very happy with their accommodation and 

75% of visitors said that they would pay to use them. The 

farmers also had no complaints. They commented that the 

podpads look attractive and they thought that the team who 

installed them were very quick and efficient.

So our research showed that the podpads were a big success. 

Our conclusion is that they are a great choice of accommodation 

for outdoor festivals and we recommend using them at our next 

festival.

3.6
1 
I decided to buy this about three years ago, and now I use it all 

the time. I had so many books and no space in the house to put 

them. And when I went on holiday, I never knew which books 

to take with me. Now I can take my library everywhere with me. 

It’s easy to transport, and I have about 300 titles to choose from. 

So I save space in my suitcase, and I also save money because 

e-books are generally cheaper.

2 
I was never very good with maps. I could never remember the 

route, and stopped the car every 15 minutes to check the map 

again. But now the information is always there in front of me, so 

I save a lot of time. And it’s reliable – if you take the wrong road, 

it will find another solution for you. And it always tells you 

what time you will arrive so I’m rarely late for meetings now. 

No, I can’t live without it.

3
I bought my first one about 15 years ago because I had a 

problem with hot drinks! I often made myself a coffee and then 

forgot to drink it. So it was perfect for re-heating cold coffee! 

And now I have children, everyone in the family can use it. My 

children often make their own dinner in the evening if they’re 

home early. It’s easy to use, and it’s safe – you don’t want your 

seven-year-old daughter using a gas cooker!

4
My son didn’t understand why I bought this. He said: ‘Why 

don’t you just look at your mobile phone or computer? Why buy 

a product that only does one thing? It doesn’t play music, you 

can’t contact your friends with it. It just tells you the time.’

But that’s what I like about it. I told him it was very user-

friendly – you just look at it and you have the information in less 

than a second. Quicker than his phone! 

Unit 4

4.1
A
In our department we do reports at the end of each month which 

show all the money going into and out of the company. We 

work closely with the Accounts Department, which gives us all 

the financial information we need. I have a meeting today with 

Anna Neves in IT, who’s responsible for all our software. She’s 

coming to show me a new program she wants to buy. She says it 

will help us a lot with all our financial reporting. 
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2
I saw a tablet computer I wanted in a store near my home. 

When I looked on the Internet, I saw that it was cheaper to buy 

it online, from the same company, and then go to the store to 

pick it up. So I did that, but when I tried the tablet at home, it 

was impossible to connect to the Internet. So I took it back to 

the shop to explain the issue. They weren’t very helpful. They 

said they couldn’t do anything because I bought it online. ‘Yes,’ 

I said, ‘but from your website. And I came to your store to pick 

it up.’ I asked for a replacement, or if not a refund, but they 

refused. They just gave me the phone number of the Technical 

Support hotline. 

5.2
Why do people prefer to buy online? A recent survey asked 

this question to 15,000 shoppers in 15 different parts of the 

world. The first reason is probably no surprise to you. Online 

retailers offer the cheapest products. 55% of people chose online 

shopping because prices were lower. The second reason was 

shopping hours. Physical stores are of course limited by their 

opening times, but online stores have the most flexible hours: 

24 hours a day, seven days a week. It’s difficult to be more 

flexible than that. People also liked the fact that you can compare 

products and prices online. And it’s true – it’s not as easy to 

compare products in physical stores, especially if they’re not 

near each other. Another reason was the number of products 

available. Some people buy online because Internet shopping 

offers a wider choice than in-store shopping. And finally, where 

do you prefer to get information about products? Some people 

think online retailers offer better information about a product. 

But only 11% thought this was a reason for buying online. 

Perhaps many of us still prefer to speak to somebody in a real 

shop.

5.3
A I get more professional advice in a shop than online. I think 

in general the staff in a store have a better knowledge of the 

products. That’s very useful.

B I know the prices aren’t as low as online, but it’s the quickest 

way to get the product I want. I don’t like to wait for a 

package to come.

C The most important thing for me is to see and touch the 

products. It’s easier to make the right choice. But I still buy a 

lot of things I don’t need!

D Well, it’s less difficult to return or exchange items than when 

you buy online. With a real store, I can just walk there or go 

in the car. It’s also the least expensive way because you don’t 

pay for postage.

E Well, you see it in the news. The postal service isn’t as reliable 

now. Delivery times are longer and a lot of packages are lost, 

so I prefer to buy in a shop.

5.4
A I’m sorry to say this, but the report you did for me isn’t very 

good.

B I’m afraid I don’t understand.

A It’s not very easy for me to use these statistics. I’m afraid they 

aren’t organized in the right way.

B Sorry, but I thought that’s what you wanted.

A Well, actually, I told you to present the results by country, not 

by product. Sorry, but could you do it again?

B OK. Sorry about that. I’ll do it this afternoon.

A Well, not exactly. His market is more North America and 

Canada.

B OK, now I remember. He went to the trade fair in San 

Francisco, didn’t he?

A Yes, that’s right.

4.4
Jim Good morning. I have an appointment with Olivia Gonzalez.

Receptionist OK. Can I have your name, please?

Jim Jim Berman, from Trollberg International. 

Receptionist OK. You need a visitor’s pass. Can I see some 

identification, please?

Jim Sure. Here you are.

Receptionist Thanks. Can you sign in just here, please?

Jim Yes, of course.

Receptionist So here’s your passport, and this is your visitor’s pass.

Jim Thank you.

Receptionist Ms Gonzalez will be right there. Please take a seat. 

Jim OK, thank you. 

…

Olivia Hello, Jim. 

Jim Hi, Olivia. Nice to see you again.

Olivia You, too. Did you have a good trip? 

Jim Yes I did, thanks. My plane arrived on time. And my hotel’s 

very nice. 

Olivia That’s good. And did you have any trouble finding us?

Jim No, but the traffic was bad. Sorry I’m a bit late.

Olivia No problem. Thank you for coming. 

Jim Thank you for inviting me.

Olivia It’s a pleasure. So let’s go to my office. It’s this way.

Jim After you. 

…

Olivia So, here’s my office. Please take a seat.

Jim Thanks.

Olivia Can I get you something to drink? A coffee or tea maybe?

Jim Yes, please. A coffee would be nice. 

Olivia OK. And do you need anything else?

Jim Yes. Can I plug in my computer somewhere?

Olivia Yes, of course. There’s a socket just there.

Jim And do you have a wi-fi connection here?

Olivia No, we don’t. Just use this cable. You’ll need the 

password. Here you are.

Jim Thanks.

…

Olivia OK, coffee’s ready. Help yourself to milk and sugar.

Jim Great, thanks. I just need to check my email, then I’ll be ready.

Olivia No hurry. Let me know if you need anything else.

Jim I will. Thanks.

Unit 5

5.1
1 
I bought an expensive talking toy from an online retailer for my 

son’s birthday. My son was very happy, but unfortunately Buzz 

Lightyear stopped talking after just two days. The only channel 

of communication was an email address to contact the company, 

so I wrote to them to report the problem. I was expecting a long 

wait. I certainly didn’t think the response time would be so 

quick. The same afternoon, I got a phone call from the supplier 

of the toy, who was very polite and understanding. They sent me 

a replacement the same day, which arrived the day after. And in 

the package there was a £10 credit voucher for my next purchase 

on the site. 
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2
It all started with a job interview in another company. I could see 

that the person who interviewed me didn’t like me. He wasn’t 

interested in my answers. The company wanted a highly-skilled 

technician, preferably with three years working in the industry. I 

had the qualifications, but I wasn’t at all experienced as this was 

my first real job. Anyway, I decided to go for a drink after my 

interview, and there I met one of my old teachers from technical 

school. He had a new job working for a company installing 

wind turbines. He was responsible for the recruitment of service 

technicians. I think you can imagine the rest. That was so lucky!

6.2
Interviewer So when did you start working in this field?

Naomi Well, I left university in 2009 and I got my first job 

immediately after that.

Interviewer And have you ever worked for a big organization?

Naomi No, I’ve never had the chance. But I’ve worked for three 

smaller ones, all with operations in Africa. 

Interviewer I see. And have you been to Africa?

Naomi Yes, I have. I’ve spent some time in Tanzania. 

Interviewer Oh really? What did you do there?

Naomi I was there to help with the construction of a new school.

6.3
Interviewer So when did you go to Tanzania? 

Naomi Last year, in March. They asked me to go there for the 

start of construction.

Interviewer And how long did you stay there?

Naomi For four months. I came back in July, when the school 

was ready.

Interviewer So it went well.

Naomi Yes, we finished two months early. And we saved 

$10,000 on construction costs. 

Interviewer That’s great. So what other projects have you 

worked on?

Naomi I’ve done a lot of construction projects, but I’ve also 

helped to set up training programmes, giving local people the 

skills they need to manage their lives: farming, for example, 

or construction work.

Interviewer And have you ever managed a team? 

Naomi No, not yet, but I’ve had very good bosses and I’ve learnt 

a lot about managing people. I know I’m ready to do this job.

Interviewer Yes, I’m sure you are. Tell me – why did you decide 

to work in this field?

Naomi My mother lived in Africa when she was a child. She’s 

often talked to me about her life there. I wanted to discover it 

for myself. 

6.4
1
A Have you had time to look at the product description I sent 

you?

B I haven’t, but I saw a presentation of the product last month. 

2
A Have you worked in any Latin American countries?

B No, but it’s something I’d really like to do.

3
A Have you done the report on your trip to Toronto?

B No, but I’ll send it to you before the end of the week.

4
A Have you ever used English in your job?

B No, but I’ve often spoken it on holiday. I have family in the 

USA.

5.5
1
A Customer Service. How can I help you?

B Hello. Sorry, but I’ve just received a book from you, and I’m 

afraid there’s a problem with it.

A Oh dear. Can you give me more details?

B Well, it’s what I ordered – a biography of Nelson Mandela – 

but it’s in Spanish, not English. I think I maybe clicked on the 

wrong button on your website.

A That’s possible. Well, I’m sorry to hear that. We’ll send 

you the correct version today. Can you return the other 

book to us?

B Yes, of course.

A And we’ll credit £5 to your account to cover postage.

B Oh, thanks very much.

A Now, can you just give me your account details …

2 
A Triple A Taxis. Good morning.

B Hello, this is Mrs Navarro. I booked a taxi to the airport for 

nine o’clock. It’s 9.15 now and it still hasn’t arrived. I have a 

plane to catch in two hours’ time.

A I do apologize, Mrs Navarro. Let me check. The address is 

7 Castle Street, right?

B Yes, that’s right.

A OK, I’ll look into it and get back to you right away. Can I call 

you on this number?

B Yes, it’s my mobile. I’ll wait to hear from you.

3
A Good afternoon, sir. What can I do for you?

B Good afternoon. I bought this music system six months ago. 

It’s already been repaired once, and now it’s not working 

again. I’m not very happy about it.

A Sorry about that, sir. This model is usually very reliable. What 

exactly is the problem?

B It’s the same issue as before. It doesn’t read MP3 files. I don’t 

want it to be repaired again. I’d like a refund.

A I’m afraid we can’t give you a refund now, but we can offer 

you a replacement. Do you still have the receipt?

4
A You know those customer files you prepared for me?

B Yes.

A I’m afraid they’re not the right ones. I actually wanted the 

files for 2015, not 2016. 

B Oh yes, I remember now. It’s my fault. I’m sorry.

A Yes, sorry about that. I know it took you a long time to put 

them together. 

B Don’t worry. I’ll deal with it now.

Unit 6

6.1
1
I was lucky. I only saw the advertisement for my job at the last 

minute. It was on the company’s website, and the deadline was 

at midnight the same day. I only had about four hours to prepare 

my application. I sent it at about two minutes before midnight. I 

really wanted the job, but I wasn’t really qualified for it, because 

I didn’t have a Masters degree. So I didn’t think I would be 

shortlisted, but I was. Why? Well, I was the last person to send 

my CV, so I was the first candidate on their list the next morning, 

and the first one they looked at. It’s always useful to be at the 

top of the pile.
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B I’ll have to go back. Can my wife and children go through 

the security scan now?

A No, I’m sorry, they can’t. Just go back and explain the 

situation. Go to the priority check-in. It will be quicker.

B OK, thanks.

3
A Can you put your bags here, please?

B Yes, sure.

A I’m afraid I have to charge you for excess baggage.

B I’m sorry?

A This bag is 28 kilos. The weight allowance is 23 kilos per bag.

B Oh, I didn’t know that. So what’s the extra charge?

A $75.

B $75! OK, but can I have a window seat, please?

A I’m sorry, but the only seats I have are here, here and here.

B All middle seats!

A Yes, sorry about that.

B That’s OK. It’s not my day!

7.2
Fabrizio Hello, Emily. It’s Fabrizio.

Emily Hi, Fabrizio. Great to hear from you. How are you?

Fabrizio I’m fine. How about you? Are you still working for ETI?

Emily Well, for the moment I’m still here. But I’m going to leave 

the company soon. At the end of July, probably.

Fabrizio Oh really! What are you going to do?

Emily I’m doing a one-year Masters course in Psychology. I’m 

starting in September.

Fabrizio Ah, that’s great news, Emily. Listen, I’m coming to 

Montreal for a conference next week.

Emily Oh cool! How long are you staying?

Fabrizio I’m arriving on Sunday and leaving on Wednesday 

evening. Are you there? Can we meet up?

Emily Yeah, sure. I don’t know my schedule yet, but I’ll let you 

know. Can we talk about it later in the week?

Fabrizio Yes, sure. I’ll call you again on Friday. Is that OK?

Emily Great. Speak to you soon, Fabrizio.

7.3
1
A Hello. Can you tell me the way to the station, please? 

B Yes, OK. Turn right at the traffic lights. You come to a 

roundabout. Take the second, no, the third exit. You’ll see the 

station in front of you.

A Great, thanks.

2
A Excuse me. I’m looking for the registrations office for the 

conference.

B Sure. Turn left at the end of the corridor, then go down the 

stairs. Registrations is the first or second door on your right. 

A Thanks a lot.

3
A Excuse me. How do I get to the motorway?

B Er … let me think. Take the first left. Then go straight on for 

about a kilometre. After that, you’ll see signs.

A Thanks very much. Oh, do you know where the nearest petrol 

station is?

B Yes, there’s one on the road you’re taking. You go past the 

supermarket … it’s a big supermarket. The petrol station is 

just after that.

A Great. Thanks.

7.4
Emily Hello?

Fabrizio Hi, Emily. It’s Fabrizio.

Emily Hi, Fabrizio. Are you calling about your trip to Montreal?

6.5
A So here are the two options. We can either promote one of 

our existing engineers or advertise for a new project manager 

outside. I know we have some good candidates inside the 

company but I’d like to hear your views.

B I prefer to recruit internally. We have a lot of young engineers 

who want to progress in the company. I like the idea that we 

send them a positive message. They will see that there is a 

future for them here.

C Well, I understand that we have to give opportunities to 

younger employees. But are there really any good candidates? 

I’m not sure that our engineers have enough experience. Most 

of them joined the company just two or three years ago. I’d go 

for somebody with more experience from outside. 

B Well, I think that would be a mistake. We don’t want good 

engineers to leave to work for our competitors. And another 

disadvantage is that we don’t have time to recruit outside the 

company. We need a project manager next month. That’s not 

long to find the right person.

A Yes, and one other issue is the cost of finding someone. And 

then we will have to pay them a lot more. If we promote 

someone, a key advantage is that we save money … and of 

course we show our junior engineers that they are important 

for the company.

C OK, but we need this project manager for our biggest 

Japanese customer. I really think internal promotion is too 

risky. The Japanese prefer to work with more experienced 

project managers. No, we need somebody with more 

experience of managing big customers. 

A Well, it’s true that experience is an issue here. But then 

the internal option is attractive because it’s quicker and 

cheaper. Let me think about this and we’ll talk about it 

again tomorrow.

Unit 7

7.1
1
A Can I see your passport, please, madam?

B Yes. Here you are.

A I’m afraid your flight is cancelled.

B Cancelled?

A Yes, there’s a technical problem. But there is another plane 

for Amsterdam an hour later. 

B But I have a connecting flight in Amsterdam. I have another 

plane to Stockholm. I only had one hour between the two 

flights.

A Don’t worry, madam. There are planes every hour to 

Stockholm, too. We can put you on the next one.

B But I’ll be late for my meeting.

A I’m very sorry, madam. But we can offer you a free upgrade 

to first class.

B OK, thanks.

2 
A Four people, sir?

B Yes, that’s right.

A You only have three boarding passes here. Where’s the fourth 

one?

B Oh no! I used the online check-in service at home. I didn’t see 

there were only three.

C What’s the problem now, Dave?

A And that suitcase, sir. That’s hold baggage. It’s too big to take 

on the plane. You need to check it in.

C Dave, what’s happening?
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8.2
1
A So this is the call centre. This is where we receive all phone 

orders. First we check the stock position, and if the product is 

in stock, the operator just presses ‘OK’. Like that.

B And the order is transferred automatically to the warehouse.

A That’s right.

B That’s very easy. And the products are shipped the same day. 

Is that right?

A Normally, yes. When orders are placed before 4 p.m., we 

guarantee next-day delivery.

2 
A So you haven’t received it?

B No. But when I tracked my order online, it said the goods 

were delivered yesterday. But that’s not possible. I was here 

all day, and nothing came for me.

A Let me see … yes, delivery was confirmed by the courier at 

9.15. Somebody signed for it. 

B Not me. 

A So it was sent to the wrong address. I’ll have to check with the 

dispatch department. I’m very sorry about this. Can I call you 

back?

8.3
A So I think that’s everything. What’s the total price?

B €300.

A Does that include VAT?

B Yes, value added tax is 20%, so that’s €250 before tax.

A And do you charge extra for delivery?

B No, delivery is free on all orders over €150.

A OK. Do you offer a discount for payment in advance?

B Yes, we can give you a 5% reduction.

A OK, that’s good. What forms of payment do you accept?

B Credit card or bank transfer. Is that OK?

A Yes, fine. Can you send your bank details and I’ll make the 

transfer immediately.

B Yes, sure. 

A Oh, just one other question. On larger orders, is it possible to 

pay in monthly instalments?

B Yes, we offer payment in three instalments for orders over 

€750.

A OK, I’ll note that for next time. Thanks.

8.4
A Hello. I’ve come to pick up a package.

B Yes, sir. Do you mind if I see this gentleman first? He was here 

before you. 

A Oh, sorry, I didn’t realize. No problem. Er, just one thing – 

would you mind giving me some small change for the car 

park?

B No, not at all. Here you are. 

A That’s great. Thanks a lot. I’ll be back in a minute.

 …

B Hello again, sir. So you wanted to collect a parcel?

A Yes, that’s right.

B OK. Could I see your confirmation email, please?

A Ah, I’m afraid not. I didn’t know I needed it. Is it all right if I 

just show you my driving licence?

B I’m sorry, but I need the order reference, you see.

A Ah. Well, I can probably find it on my phone. Let me see …

B Could I ask you to wait a moment while I serve this lady?

A Yes, sure. Go ahead.

 …

B OK, so have you found the order number?

A Yes, I have the email here. The order reference is W-P-K-Y-F-14.

B Y-F-14. That’s fine. And I need some identification, too, please.

A Certainly. Here you are

Fabrizio Yeah, that’s right. I’m arriving on Sunday afternoon. 

When can we meet? Are you free that evening?

Emily No, sorry. I’m now flying to Toronto on Sunday. I have a 

meeting there on Monday. Can we find a different time?

Fabrizio Sure. I’m staying in Montreal until Wednesday. When 

would suit you?

Emily Well, I’m coming back on Monday evening. What about 

lunch on Tuesday?

Fabrizio Sorry Emily, but I’m having lunch with a customer. 

What’s your availability later in the day? The conference 

finishes at five. How about Tuesday evening instead?

Emily I’m afraid I’ve got something on that evening. But I 

really want to see you. When exactly are you leaving on 

Wednesday?

Fabrizio My flight’s at 21.45, so I’ll have to leave for the airport 

at about seven.

Emily In that case, does Wednesday lunchtime work for you?

Fabrizio Yes, that’s fine for me. I only have an hour for lunch, 

but I can miss the first session in the afternoon. 

Emily Great. Let’s meet outside the conference centre. I know a 

nice little restaurant nearby.

Fabrizio OK. The morning session finishes at 1.00. Shall we say 

1.15? 

Emily Yes, that suits me. OK, so that’s quarter past one at the 

conference centre.

Fabrizio Yes, see you on Wednesday. It’ll be great to see you again.

Emily You too, Fabrizio. Have a good trip on Sunday.

Unit 8

8.1
1
A Hello. Mr Roberts. I’m calling about your recent enquiry.

B Sorry, what enquiry?

A You phoned us to enquire about the external hard disks. The 

TR33s.

B Oh yes, that’s right.

A And we told you we don’t stock that product here. 

B Yes, I remember.

A But I also said we could order them for you.

B Yes, but I wanted to find another supplier who had them in 

stock.

A Yes, exactly. And have you found somebody, Mr Roberts?

B No, not yet. I haven’t had time.

A If you like, I can give you a quotation. If you agree with 

the price we quote, I can place the order with my supplier 

immediately. It’ll be here in two or three days.

B OK, why not. 

A So, we can supply the TR33 for €50 per unit.

B Erm … OK. Can I get back to you?

2
A I just have a few questions about the product.

B Yes, of course. Please go ahead.

A On your website, it says the guarantee is for three years.

B That’s right. That’s for parts and labour.

A And how soon can you deliver?

B Well, the order process is a little longer than usual, because 

we don’t have it here in our main warehouse. 

A So where does it come from?

B It’s sent from China. But we can ship the product to you in the 

next 48 hours. It generally takes about 12–14 days.

A So can you give me a definite delivery date?

B I can confirm that very quickly. I just need to check with the 

warehouse first. 

A That’s fine. OK, I’ll order now, but please call me back with a 

delivery date.
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9.2
1 
We are promoting our sports channel service with digital 

advertising boards at football and rugby stadiums. We also have 

a lot of click ads on the home pages of online sports magazines. 

2 
To boost sales in our shop, we do a targeted email campaign to 

companies in the area twice a year. And we have a webmaster 

who’s done a great job getting our website on to the first page of 

Google.

3 
We promote our club on Facebook and Twitter and we invite 

comments from people who are already members. And once a 

month, in the summer, we run a free exercise class outside in the 

local park, where everybody can see us. 

9.3
1 
I know that companies have to advertise to sell their products, 

but you don’t need to have big billboards everywhere. They’re 

really horrible and they get bigger and bigger every year. I think 

the mayor of Grenoble was right to do what he did.

2 
I think you need to have laws on advertising. You have to stop 

companies advertising products which are bad for you. In some 

countries, you aren’t allowed to advertise cigarettes, for example. 

3 
I think some advertising laws are really stupid. In some 

countries, you are allowed to advertise alcohol on TV, but you 

can’t do it before 8 p.m. The idea is to protect children, but most 

children watch TV until at least 10 p.m.

4 
Some people say there’s too much advertising online. But when 

we use the Internet, we usually don’t have to pay to get the 

information we need. That’s because many website owners 

make their profits from advertising, so we can use their websites 

for free. I agree that there are a lot of ads online, but you don’t 

have to look at them. 

9.4
A No, I don’t see that at all. I think it’s very useful to get 

targeted adverts about products that interest us.

B Sorry, but they store all that information on their website and 

we don’t know—

A Can I just finish? This is an important point here.

B Sorry, go ahead.

A I mean, if you are a regular customer in a shop, they will 

recommend new products that you’ll like, because they know 

you. It’s the same with shopping websites.

B Can I just say something here? To use one of these sites, you 

need to accept cookies on your computer. But the cookies 

store all that private information about you. 

A Yes, but they’re doing it to help you find products—

B Please let me finish. And all that private information … they 

use it not only on their website, but when you’re on other 

sites, too. So you see click ads for their products when you’re 

reading a newspaper article online, for example.

A Yes, but you don’t have to look at them or click on them. And 

sometimes the special promotions are very attractive.

9.5
Sonya So, we’re here today to talk about Central Europe. We 

need to discuss our new marketing campaign. 

Anton So, who’s going to start? 

B That’s fine. So could you just sign here, please?

A Sure. Thanks very much. Oh, do you think I could have a 

bag? It’s just started raining outside.

B I’m afraid I don’t have one that size.

A OK, don’t worry. I’ll manage.

8.5
1 
It’s so quick and easy. Nearly everyone carries a phone with 

them now. But not everybody has a payment application on 

their mobile, and the people who have these applications have 

to update them regularly. And there are still problems with 

security, because phones aren’t as safe as computers.

2 
Not many people pay with it now, especially for more expensive 

items. And there are a lot of false banknotes, so you need a 

special detector to check that the notes are real. That’s an extra 

cost when you start your business. But otherwise you pay no 

additional fees, and you have the money immediately.

3 
More people are using this now as it’s much faster. However, 

there’s a limit to how much they can spend this way. In our 

store, anything over €30 still needs people to put in their PIN 

number. And some customers are a little worried that if they lose 

their card, anyone could use it!

4 
Most people have them these days. And people can pay for 

something quickly and not think too much about the money 

they are spending. But it can be very expensive for us. With 

some card companies we pay up to 5% for each transaction.

5 
It’s a safe method because the payment isn’t accepted if 

customers don’t have money in their online account. And it’s 

quick, because we receive the money immediately. This is 

particularly useful for international orders, where other forms 

of payment are slower. But the transaction fees are very high 

compared with credit cards.

Unit 9

9.1
1 
Our problem is that it’s very difficult to attract new customers. 

All the other providers are offering the same services at about 

the same price: Internet, free phone calls and TV access. With 

our new offer, we’re trying to reach sports lovers. We’re offering 

access to specialized sports channels for just €1 per day. So you 

pay for that day, and you don’t have to pay for the whole month.

2 
We are a small independent shop, so many people think we are 

expensive and don’t offer much choice, compared with our main 

competitor. They are part of a national chain that has a big store 

in the same street as us. So every month we offer big discounts 

on 50 different products, like photocopier paper, printer ink 

or pens. We lose money on these, but it’s a good way to attract 

people into the shop and increase awareness of our product 

range and prices.

3 
We started our business two years ago. I think it was a mistake 

to open in a town where nobody knows us. But we now have 

about 90 people doing exercise classes. To attract more people 

we’re offering our present customers one free month of classes 

for every new person they bring to us. And that word of mouth 

has started to work: last month, ten new people signed up.
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4 We’ve started a carpooling system in my office, and about 

half the staff do it now. At least two people travel in each 

car, which means we’re reducing our emissions by more 

than 50%. It’s nice to know that we’re not polluting the air so 

much, and it’s also nice to chat to colleagues in the car before 

and after work. 

10.2
A It’s clear to me that the electric bus is the only reasonable 

option. If we choose the bus system, the start-up costs will be 

much lower. Just €3 million per kilometre. To create a tram 

network, the infrastructure cost will be at least 19 million, 

maybe even 22 million.

B Yes, but you haven’t included the cost of traffic management. 

For your bus system, we’ll have to change the road structure 

because buses need to have priority over cars. It will cost us 

a lot more if we have to create special bus lanes. And don’t 

forget that the trams have a much bigger capacity. They 

can carry up to 7,000 passengers per hour. For a bus, the 

maximum is 3,000 per hour.

A Well, I think your forecasts for passenger traffic are too high. 

If we don’t have enough passengers, your system won’t be 

cost-effective.

B The agency we used for the study has worked on transport 

systems in five major cities.

A Yes, but the study was done four years ago. Running costs are 

higher now. €7 per kilometre for the tram, but only €5 for the 

bus. What will we do if the system loses money?

B Well, I think we will lose money at the beginning. But this is a 

long-term investment.

A OK. Will you explain that to the public when their local taxes 

increase?

10.3
Teresa Hello, Guido. You said you wanted to talk to me.

Guido Yes, come in Teresa. I wanted to talk to you about the 

green initiatives proposed by Head Office. Which proposals 

do you think would be most effective?

Teresa Do you mean in my department or in the whole 

company?

Guido I mean in the whole company. Head Office wants us to 

cut our carbon emissions by 10% before the end of the year. 

Teresa Sorry, did you say by the end of this year? I thought the 

proposals said by the end of next year.

Guido Yes, you’re absolutely right. We’ve got until the end of 

next year. I’ve looked at the different ideas, and I think it 

would be really easy for us to keep the windows closed when 

the heating is on.

Teresa So, are you saying that we should tell people they can’t 

open the windows anymore?

Guido Yes. At least not when the heating’s on. Also, perhaps we 

should turn the heating off for part of the day. 

Teresa What do you mean by part of the day?

Guido Just a couple of hours in the afternoon, between two and 

four, let’s say.

Teresa Well, I suppose that would work. The office does usually 

get very warm in the afternoons.

10.4
Hello and welcome. I’m Christophe Jansen and I’m here to tell 

you about the advantages of going green. If you take action now, 

you’ll be ready for the government’s new environmental laws. 

I’ll come to the new regulations later. But first of all, I’ll give you 

a quick overview of my talk. We’re going to look at the general 

benefits of a clear green policy and then discuss in more detail 

what it can do for your company. 

Sonya Maybe you, Anton. Can you tell us about the advertising 

budget? 

Anton Yes, OK. To support the new sales campaign, we have to 

spend more on advertising this year. Last year our spending 

in Central Europe was €28.6 million. This year we have 

decided on a budget of 37.5 million.

Edward Sorry, I didn’t catch that, Anton. What was the last 

figure?

Anton Yes, sorry. Our budget for this year is €37.5 million. 

We want to spend the extra money on a big social media 

campaign.

Sonya Yes, that’s definitely a good idea.

Anton OK, if we now look at the budget for Western Europe, we 

see that last year we had—

Edward Er, sorry Anton, but I think we’re getting off the subject. 

Can we come back to that later?

Anton Yes, OK. But I really think we need to discuss Western 

Europe, too.

 …

Edward OK, I think we’ve covered advertising. Can we move 

on to the next point? 

Sonya Sure. Do you want to talk about sales now, Edward?

Edward Alright. Well, we forecast a 7% increase in annual sales 

for this year, and we are looking for a similar figure for the 

two following years. That’s in the markets where we have a 

stronger presence.

Sonya Sorry, Edward, I’m not with you. Could you be more 

specific? Which countries are we talking about?

Edward I mean the Czech Republic, Poland and Hungary.

Sonya OK, thanks.

Edward Well, anyway …

…

Anton As I said before, I really feel we need to review the 

budgets for Western Europe.

Sonya OK, Anton, I agree, but I think we need to have another 

meeting about that. Edward, did you have anything else to 

say?

Edward No, I think that’s everything. Can we sum up what 

we’ve agreed? 

Sonya Sure. So Edward, you’re going to prepare a detailed 

sales forecast, country by country, and Anton, you’ll provide 

more details about the social media campaign. OK, thank you 

everybody for coming and …

Unit 10

10.1
1 We’ve got some rather unusual drinks machines in our office 

which recycle metal cans. They’re called reverse vending 

machines. When you’ve finished your drink, you just put the 

can back into the machine and the cans are collected once 

a week. It’s a great way to reduce waste and make us think 

about protecting the environment.

2 Someone in our company started an initiative to turn off 

lights. We have a lot of rooms that aren’t used very often. Our 

electricity comes from fossil fuels, so every time you leave a 

light on, you’re polluting the environment. We consume a lot 

less electricity now. You’d be surprised how much we save on 

our bill!

3 They’ve made two big changes in our work’s canteen. Firstly, 

they don’t throw away food at the end of the day. They keep 

it for the next day and sell it at a reduced price. Secondly, 

they’ve stopped using plastic knives, forks and spoons and 

they’ve gone back to metal. It’s the same for cups and glasses. 

It’s much better to have glasses you can reuse than plastic 

cups you have to throw away. 
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2
A Colin. Just a question.

B Yes, Francesca. Go ahead.

A How much time do we have before play starts?

B The first match is at two o’clock, so we have … er … an 

hour.

A Ah good. You see, I want to buy something for my children. 

They’re big tennis fans. Is there a souvenir shop inside the 

stadium?

B Yes, there are several. Look, there’s one just over there. 

Would you like me to come with you?

A No, that’s fine. I’ll see you back here.

11.3
Wimbledon fortnight is one of the most popular sporting 

events in the world. Last year, we received nearly half 

a million visitors. They come to watch the tennis, but of 

course, they also get thirsty in the Wimbledon sunshine! 

What’s the traditional English drink? Tea, of course, but also 

coffee. 350,000 cups of tea and coffee are sold during the 

two weeks. And for those who prefer something stronger, 

there’s champagne. We serve 28,000 bottles of it in an 

average year.

Our visitors also eat a lot of ice cream. 125,000 portions 

served every year. And what about the players themselves? 

What’s their favourite food? Yes, that’s right. Bananas. 

15,000 bananas are served to players during the tournament – 

that’s nearly 23 per match!

Wimbledon is like a small village, offering a number of 

different shops and other facilities: there’s a pharmacy, 

there’s a bank, there are souvenir shops. There’s a museum, 

and there’s even a library where you can read books or 

watch videos about tennis. There are also facilities for 

leaving luggage, but these are outside the grounds, so don’t 

forget this if you arrive with a suitcase. And for those of 

you looking for hotel accommodation for Wimbledon, there 

isn’t any accommodation inside the grounds, but on the 

Wimbledon website you can find details of companies who 

can help you find accommodation nearby.

A lot of people ask us how much money the players earn 

at Wimbledon. Well, the amount increases every year, but 

last year the total prize money was nearly £27 million. The 

top prize was £1.9 million, for the winners of the men’s and 

ladies’ singles tournament.

11.4
A So, Anita. What’s good here?

B Well, you must try the Parma ham first. It’s absolutely 

delicious!

A OK, that sounds good. I’ll have the ham as a starter. 

B Perhaps we can share the ham and order a salad, as well?

A Good idea, and then we can each order a main course.

B Right. What do you fancy? 

A I’m not really sure. Er, what are the pizzas like?

B Well, they’re not bad, but I recommend the pasta. It’s 

excellent here – they make it themselves.

A Mmm, delicious. What are you having?

B I think I’ll have the lasagne. What about you? 

A I’ll have the spaghetti carbonara.

B OK. What about dessert?

A I don’t know. They all look good. What do you 

recommend?

B I think you’ll like the ice cream. It’s home-made, too.

A OK, I’ll go for that. 

B Me, too. Let’s order then. Excuse me …

Let’s start with the subject of profits. If you turn off machines 

when you’re not using them and turn the heating down in 

warm weather, you will reduce your energy costs significantly. 

We’ve calculated that you can achieve a 20% reduction, and this 

will significantly increase your company’s profits. You have all 

the figures for your company in the document I’ve given you.

My next point concerns your company image. An increasing 

number of consumers and business customers today will 

only buy from or invest in companies who help protect the 

environment. If you reduce carbon emissions, you will attract 

more business. And yes, that means even more profits! In 

addition, you will improve your reputation as an employer. 

People don’t just want to buy from eco-friendly companies: 

they also want to work for them.

Finally, I want to talk about the importance of taking action 

now. As I said before, governments are going to introduce new 

regulations to combat climate change. Being prepared for these 

new regulations will save you time and money when they are 

introduced. Why money? Because companies that don’t respect 

the law in good time will have to pay heavy fines. 

So, to sum up, cutting carbon emissions is good for your 

profits … and for your reputation. But it’s also good for your 

conscience. Do you want to be part of a company that is not 

making an effort to reduce global warming?

That brings me to the end of my talk. Thanks very much for 

listening. Now, are there any questions?

Unit 11

11.1
1
Last January, my employer, a big electronics company, held a 

corporate event for its top salespeople. I was lucky enough to 

be invited. The venue was a five-star hotel in Brazil and the 

package included all meals and day trips to places of interest. 

The only work involved was a two-hour convention on the 

first morning and the rest of the time we were free to enjoy 

the facilities of the hotel. But they also arranged a trip to the 

beautiful city of Salvador da Baía and we spent one afternoon 

riding quad bikes along the deserted beach. I had a great time.

2
The best corporate event I’ve ever attended was a visit to the 

opera in Italy. One of the big banks in Germany decided to 

entertain its VIP clients by inviting them to the opening night of 

Tristan and Isolde. The venue they booked was the world-famous 

opera house, La Scala, in Milan. The package included first-class 

plane travel, tickets to the opera, and a night in a luxury hotel. I 

accepted the invitation, of course, and flew to Milan two months 

later. The opera was wonderful and after the performance we 

had a tour of the building. The evening finished in the most 

exclusive restaurant in Milan, where we had a delicious five-

course meal accompanied by the best wines. 

11.2
1
A Excuse me, madam. Are there any other guests in your 

party?

B Yes, I’m still waiting for two people.

A Would you like some drinks while you’re waiting?

B Yes, please. Can we have some mineral water?

A Of course. How many bottles would you like?

B Well, there will be 12 of us, so let’s start with four bottles. 

And … er … I’ll have something hot. Is there any coffee?

A I’m afraid not, madam. Just cold drinks. Apple juice? Orange 

juice? 

B OK, I’ll have an orange juice, please.
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5
Well, it hasn’t been easy in the last 12 months. The new 

CEO told us to reduce our costs by 10%. In the end, we only 

managed a 5% reduction. But then our sales increased by 2%. 

I think we’ve had a satisfactory year, but our CEO says our 

performance has been very average.

12.2
Raul When did you start selling here in Dubai, Lionel?

Lionel Well, we opened our first sales office in 2012. That’s 

when I moved here.

Raul And how long did it take to get your foot in the market?

Lionel Well, we had disappointing results for the first two 

years. But since 2014, our business has increased by nearly 

20%. The economy’s really booming here.

Raul That’s great.

Lionel What about you, Raul? How long have you worked here?

Raul I’ve been in Dubai for three years now.

Lionel Do you have a family here?

Raul Yes, my wife and children moved here last year. What 

about you? 

12.3
1 one point three nine per cent

2 nought point oh three three

3 one hundred and two

4 seven thousand four hundred and sixty-seven

5 nine hundred and six thousand five hundred and seventy

12.4
It’s 5.55 p.m., and here’s the world stock market summary. 

In Tokyo this morning, the Nikkei closed at 20,235.73, that’s 

0.63% up on yesterday’s closing figure. At first, the European 

markets responded well to the good news from Asia, but then 

fell again in response to the latest economic figures from the 

USA. At the end of the day, the FTSE 100 was 58.74 points 

down, at 6,561.21. The DAX also finished the day down, at 

10,968.05. That’s a fall of 0.17%. 

At midday New York time, the Dow Jones was down by 343.13 

points, to 17,596.35. And the Nasdaq was also down by 122.04 

points to 4,958.47 – that’s a fall of 2.4% since the start of trading.

12.5
Hello, everybody. We’re going to look at the figures for vehicle 

production in the last 20–25 years.

Have a look at this graph. It shows the number of motor 

vehicles produced by the big four – the USA, Japan, Germany 

and, of course, China.

Let’s start with Japan. As you can see, Japan is no longer 

the world leader in vehicle manufacturing. But production 

remained stable at about ten million throughout the nineties, 

and then rose in the first five years of this century. But between 

2005 and 2010 it fell from 10.8 to 9.6 million. Since then, the 

Japanese market has started to grow again, and recovered to 

9.8 million in 2015.

If we compare this with the USA, you’ll notice that production 

rose at the end of the nineties. But at the beginning of the century, 

the number of vehicles decreased. Production dropped by about 

one million in the next five years. Then it declined dramatically 

to 7.7 million in 2010, dropping into third position behind 

China and Japan. But since 2010, US carmakers have made big 

improvements and the results have been very encouraging.

The performance of German carmakers has been more 

consistent than the USA or Japan. Production increased from 

4.7 to 5.9 million in the period 1995 to 2015. And this strong 

performance has continued, thanks to Germany’s reputation 

for high-quality vehicles.

11.5

1
A So, here we are. 

B Thank you very much for coming to the airport for me.

A You’re welcome. Er … just before you go, some of us are 

meeting for dinner tonight. Would you like to join us?

B Thank you for the invitation, but I’m really tired. I’ll just eat 

something in the hotel and have an early night. I’ll see you 

tomorrow. 

A OK, sure. Have a good evening.

2
A Please take a seat. Mr Idriss is coming down. He’ll be here in 

a moment.

B OK … thanks very much.

A Oh dear. That sounds very bad. Would you like me to bring 

you a glass of water?

B Yes, please. That’s very good of you.

3
A Hello. Anna, isn’t it?

B Yes, that’s right. It’s my first day here.

A  Hi. I’m Keith, from Accounts. Would you like a coffee?

B No, thanks. But I’d love a tea if there is any.

A Yes, there is. With milk? I like milky tea myself.

B Er … no milk. Thank you.

4 
A Hey, Pamela. Did you know the Chinese State Circus is 

coming again?

B No, I didn’t. They were fantastic last time we saw them.

A Yes, they were. Do you fancy going again?

B Oh yes. That would be great.

A Shall I get you a ticket?

B Sure. When is it?

A This Saturday. I only heard about it this morning.

B This Saturday? Oh no! Thanks for asking, Julia, but I’m not 

here this weekend. 

Unit 12

12.1
1
It’s not how they described it to me. At the interview they said 

that their target was to have 45% of management positions filled 

by women. But five years later, I’m still here in the same office and 

two men who arrived at the same time as me have been promoted 

above me. It’s very disappointing – I really thought I had a big 

future here. 

2
We’ve reduced the number of accidents in the plants by 20%. We 

haven’t achieved our target of less than 100 accidents per year, 

but we’re getting there. And we were encouraged by the big fall 

in serious injuries last year.

3
We’ve had a really excellent year, much better than we expected. 

We’re the darlings of the stock market at the moment. If you 

want to buy shares in the company, I think you should do it now, 

before the price goes up too much.

4 
The last three years haven’t been very good. First there was that 

pollution incident in our biggest factory. Then there was all that 

media criticism for not using electric vehicles. It’s been a very 

poor performance – things can only get better!
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So let’s turn to China. In the year 1995, the country produced 

only 1.4 million vehicles. Ten years later, it was already 5.7 

million, but the biggest growth was in the next five years. 

Between 2005 and 2010, it rose by two and a half million vehicles 

per year. Growth has been a little slower since then, but reached 

23.7 million in 2015 and China will continue to dominate the 

world market.

Unit 13

13.1
Presenter Welcome to Energy Futures, and today energy expert 

Judy Collins is here to talk to us about the car industry. Judy, 

we’re producing more and more cars in the world every year. 

How will this growth affect oil prices? 

Judy Collins Well, Andy, industry analysts don’t agree on 

this. Certain experts say the demand for oil will increase 

dramatically. Oil companies will have to find new sources of 

oil, and this will be very expensive. One report estimates that 

a 5% oil shortage could lead to a big price rise – maybe up to 

400%. If that happened, we would have a very big oil crisis.

Presenter And this crisis would really threaten the automobile 

industry. I think about 60% of oil in the world is used to 

produce petrol for cars. Is that right?

Judy Collins Yes, indeed. But it’s not only a question of petrol. 

Oil is also used to make plastics and other materials used in 

cars. About 20 barrels of oil are needed to produce just one 

vehicle. Some analysts have forecast that the car will become 

a luxury item once again, too expensive for most people.

Presenter But all these predictions seem very extreme. Is this 

really likely to happen?

Judy Collins No, I don’t think so. I think there are reasons to be 

positive. Firstly, I think the technology is improving rapidly. 

Every year, new cars are using less and less petrol. Studies 

have shown that if we can reduce petrol consumption by 2.5% 

a year, oil demand will remain stable. We’re doing this now.

Presenter So you don’t think the oil situation will get worse?

Judy Collins No, I don’t. Also, many new sources of gas have 

been found in recent years. Gas can be used as an alternative 

to petrol in vehicles, but also for heating and production of 

electricity. And we’re not going to run out of gas because we 

have enough reserves for 200 years. 

Presenter Well, that’s a very positive message. Join us after the 

break, when Judy is going to be telling us about the latest 

technology in electric cars.

13.2
In 2030 people will work more flexibly and many jobs will be 

part-time. Traditional forms of management will disappear. 

More employees will work together in self-managed teams. 

Therefore, management positions might not be easy to find.

In addition, it is forecast that working arrangements will be 

more flexible. More people will work from home, so colleagues 

may see each other less often. Companies will still have office 

buildings, but they will be smaller and won’t be used in the 

same way as today. 

In 2030, there will be a shortage of highly-qualified workers in 

certain sectors. Employees may not want to stay long with the 

same company, so employers will need to offer much better 

working conditions. Companies might provide leisure facilities 

for employees, like a gym and a bar area for social events.

Many employees may decide to take career breaks. However, in 

the future, they will be allowed to rejoin the company with the 

same job and on the same salary as before. In general, companies 

will have to fight more to keep their staff, so employees will be 

in a much better position.

13.3
Jean So that’s a quick overview of the teleworking scheme 

we’re introducing from next year. I’m sure you have a lot of 

questions. Yes, Mansoor.

Mansoor Thank you, Jean. I wanted to ask about cost savings. 

You said that teleworking will reduce our running costs. Just 

how much are we likely to save? 

Jean I can’t estimate that very easily right now, Mansoor. It 

depends how many people choose to work from home. But 

we hope the new scheme will save the company at least 

€20,000 in heating, lighting and other office costs.

Rebecca So is our office building likely to close?

Jean No, the office is unlikely to close completely. However, 

the change will affect us because we won’t need such a 

big building any more. We may look into the possibility of 

moving to a new building, or we might rent out some of the 

office space we don’t need.

Ivan I have a question about motivation. Do you think people 

will be happy to work alone? They won’t see their colleagues 

for long periods, and their only daily contact will be by phone 

or Skype. 

Jean Our employees will definitely feel more motivated when 

they can organize their own time. Teleworking is a sign that 

we trust our workers to manage themselves. It probably 

won’t be easy for some people to start with, but I’m sure 

they’ll be happier working from home. And don’t forget that 

this is a voluntary scheme – nobody has to do it.

Ivan And do you expect to see an increase in productivity?

Jean Yes, we do. Apparently, most companies report an increase 

of 10–40%. Hopefully, our teleworkers will have similar 

results. 

Mansoor I wanted to ask about the employees. What 

advantages will they get from the scheme? 

Unit 14

14.1
1
First of all, there’s always one person who arrives late, and 

everything has to be repeated. And then certain people like 

to talk a lot, even about subjects that aren’t on the agenda. To 

save time, we’ve tried introducing a one-hour limit, but it isn’t 

enough. We always run out of time. Some of our meetings are 

more like two hours. 

2
I have to write quality reports and send them to the quality 

manager at the end of each month. I know reports take a long 

time to do, but I never allow time for them. So then I have 

everything to do on the last day of the month. I always leave 

paperwork until the last minute. 

3
The customer told us the product had to be ready by the end of 

March. Things went very well for the first two months. We even 

thought we could deliver ahead of time. But then in the middle 

of February, they asked us to change the design of the product. 

But they said the deadline was the same, the end of March. It 

was really difficult to get the job done in time. 

4
I waste so much time answering calls. It really slows you down 

when your phone rings every 15 or 20 minutes. If it’s customers 

calling, that’s OK, but more often it’s work colleagues. First, they 

send you an email. Then if you don’t reply immediately, they call 

your office number. Thirty seconds later, they try your mobile.
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14.2
A Hi, Silvia. So you’re back from New York. How was it?

B Good. It’s a great city to visit. And I met some really 

interesting people at work. But I’d go crazy if I lived in the 

USA.

A Why’s that, then?

B Well, it’s the pace of life there. Everybody’s always running, 

running, running. No time to stop and think. Do you know 

what I mean?

A Yes, of course. So what would you do if they offered you a job 

there? It’s quite possible. They’re looking for new people all 

the time.

B Well, if it was only for a year or two, I might say yes. It would 

be good for my CV.

A But only for a short time?

B Yes. If they wanted me for longer, I wouldn’t accept it. It 

would be too stressful. 

14.3
1
A Can you finish the report by Friday? 

B Well, I’m not sure. There’s a lot to do on it.

A Well, within a week, then.

B I’ll do it before the end of next week, I promise. Would that be 

OK?

A Well, I suppose so.

2
A When do we need to send the quotation?

B They asked for it as soon as possible.

A OK, I’ll start working on it right away.

B Do you think it’ll be ready on Monday?

A Yes, I think so. 

B Oh, just one other thing – can you send me your results for 

June when you have time?

A Yes, sure. 

14.4
Luca Hi, Hans-Peter. It’s Luca. I’m calling because we have an 

issue with delivery.

Hans-Peter Oh, tell me more.

Luca Well, basically, we’ve got a lorry drivers’ strike here. 

They’re blocking all the major roads. I can’t guarantee that we 

can deliver today’s order on time.

Hans-Peter Oh no! We need those parts by tomorrow. 

Luca Yes, I know. But I have another solution. Would it be OK if 

we sent them by train? 

Hans-Peter Yes, that might be possible. But would they get to us 

in time?

Luca Yes, I’ve checked. They’d arrive at about 6 p.m. tomorrow.

Hans-Peter Six o’clock! But we need to start production mid-

afternoon. 

Luca Ah, I didn’t know that. Well, what if we transported them 

by train to the border? Could you send a lorry to pick them 

up?

Hans-Peter Yes, I think we could do that. What time would the 

driver need to be there?

Luca The train gets in at … er, 5.35 in the morning.

Hans-Peter OK, good. That would allow us to get the parts to 

the factory in time. 

Luca Of course, rail transport is more expensive than road. 

Would you agree to pay the extra cost?

Hans-Peter No, sorry, Luca, that wouldn’t be acceptable. This 

lorry drivers’ strike is your problem, not ours.

Luca OK, I understand.

Unit 15

15.1
1
Scott Hello, Thierry. Come in and take a seat.

Thierry Thanks.

Scott Now, this isn’t easy for me to say, Thierry. Basically, I’ve 

been very disappointed with your performance this year in 

Eastern Europe. I was hoping for much better results in that 

region. 

Thierry Well, I’m surprised, Scott. You asked us to boost sales 

and we achieved that. 3% on last year.

Scott Yes, but I really wanted to see 10%.

Thierry Well, you never told me that when we spoke this time 

last year.

2
Scott OK, everybody, we have ten minutes left. Can we talk 

about the South American market? Er … Freia, you were 

at the trade show in Mexico City last week. Can you tell us 

how it went?

Freia Scott, I didn’t go to Mexico. I had to go to Spain last 

week. I told you about it in our meeting two weeks ago. 

Don’t you remember?

Scott No, sorry, I don’t. Never mind. Uhm … Roberto. Didn’t 

you do a report on the South American market a few weeks 

ago?

Roberto Yes, but I didn’t know we were talking about 

that today. I don’t have the figures here. They’re on my 

computer at home.

3
Scott Hi, Maria. Would you like one, too?

Maria Yes, please. Thanks, Scott.

Scott The sugar’s right there.

Maria Thanks. So, have you finished looking at that proposal?

Scott Not yet. I’ve got to about page ten.

Maria It’s just that I need your signature on it. I have to send it 

this evening.

Scott Sorry, Maria. I’ve got so much to read at the moment. 

The sales managers have just emailed me their monthly 

reports. I think I’ll be here all weekend!

Maria Well, before looking at those reports, could you just 

finish reading my proposal, Scott? It’s only about 15 pages 

in all.

15.2
First, think about where the appraisal will take place. 

If possible, you shouldn’t use your own office, because 

employees sometimes find it difficult to talk easily.

The next thing to remember is that this is a two-way 

conversation between you and the employee. So you mustn’t 

do most of the talking, even if the person in front of you is 

very quiet or shy. If you know something about the employee’s 

personal life, you could begin by asking them about their 

family or a recent holiday, for example. This will create a 

positive atmosphere.

Now, when you begin to talk about your employee’s 

performance, you should start with positive feedback. You 

should look at their personal objectives for the last year, and let 

them say how they have achieved them. And if they haven’t 

achieved them all, you must discuss why this hasn’t happened 

and offer real, constructive solutions. 
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15.3
1
First, I think Marek should try to take a week or two of holiday 

and spend some time with his wife and children. It’ll also give 

him time to take a step back and think about the reasons for his 

poor performance.

When he returns to work, he needs to work on his management 

skills. First, he must learn to manage his own work better. He 

should ask for training in time management and managing 

people. It might be an idea to hire a personal coach.

Then he really must talk to his team. He should set clear goals 

for them, and each person should know that they are responsible 

for meeting their own deadlines. If they can do all that between 

9 a.m. and 5 p.m., that’s fine. If not, they will have to work 

longer hours.

2
Klaudia is young and successful. Maybe her boss, the sales 

director, is afraid of her. Or perhaps he just doesn’t want to lose 

his best sales rep. Klaudia should talk to him first because she 

needs his help to get a better job in the company. She could ask 

him what she can do to improve her promotion prospects. If it’s 

a question of training, he should offer it to her. 

Another possibility is to speak to the CEO. She shouldn’t do this 

immediately because her boss won’t be happy. But if her boss 

doesn’t help her, she should tell the CEO that after five years in 

the same job, she would really like management experience. She 

could say that she would prefer to stay with the same company, 

but if it’s not possible, she will leave.

15.4
1
A Thanks very much. I really enjoyed your talk. I learnt a lot 

from it. It was very helpful.

B Well, thanks for the feedback. I’m glad you liked it.

2
A Have you had time to read the proposal?

B Yes, you did a really good job. It’s very clear and you made 

a lot of interesting points. Well done!

A That’s good to hear. Thanks very much.

3
A I can see you worked really hard on this.

B Yes, but I’m not sure it’s what you wanted.

A Well, not exactly. But you’re on the right track. It just needs 

a few changes here and there.

B Not so bad, then. What do you think needs to be changed?

15.5
A Tony, can we talk about your team in more detail? Why don’t 

we start with their motivation for the job?

B Good idea. Well, their main objective is to keep the rate of 

defective products at 1% or lower. That always motivated 

them before, but not now. I don’t understand why.

A Do they know why that 1% rate is important?

B What do you mean?

A Well, do they understand the importance of quality for the 

company, and especially for the customer? 

B Well, perhaps not. Not the younger members of the team, 

anyway.

A You could explain to them the value of their work in terms 

of customer safety, for example. 

B Yes, that might work. So the idea that good quality can save 

lives?

A Yes, exactly. We’ll come back to this, but let’s talk about the 

different tasks they have to do. Would you describe any parts 

of their job as boring or repetitive?

B Let me think … well, they sometimes complain about the 

reports they have to write every Friday. But it never takes 

more than an hour, often less. It’s just a summary of the 

week’s quality issues. 

A And what do they do with that?

B They email it to me, but I don’t always have time to look at it.

A Ah, that’s not good. You should always give feedback or 

show appreciation when somebody’s done some work for 

you.

B Well, I’m not sure about that. It takes a long time to read 

all those reports. And it’s not necessary to read them 

immediately – they’re for future use if we have a quality 

issue.

A Then I suggest you just send each person an email to say 

‘thank you’, even if you haven’t read them. It’s much better 

than no response at all.

B Yes, that’s not a bad idea. It is nice to know that somebody 

has looked at your work.

A Yes, it is. Tell me, Tony, does the team have the chance to work 

on special projects sometimes? Something a little different?

B No, not really. Maybe that’s part of the problem. Basically, 

they do the same things every week.

A One possibility would be to give them a new challenge. For 

example, what about introducing a team project to reduce the 

defect rate to … say … 0.5%?

B Zero point five? I don’t think that would work. It’s too 

difficult to achieve, but 0.7 or 8 might be possible. Yes, I think 

that could motivate them. My boss would be very happy too 

if we achieved it!

A All right, I think we have some useful ideas there. Shall we 

talk about how to put them into practice?

B Yes. Let’s do that.
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