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BBEJAEHHUE

[TocoOue npenHa3HaueHO AJIA CTYIECHTOB HanpasieHus noarotosku 38.03.02 Me-
HEJDKMEHT, H3yYAOIUX JUCHUILINHY «/[eT0BOM NMHOCTPAHHBIN A3BIKY.

Lenp mocoOus — paclImpeHue JEKCUYECKOT0 3anaca CTy/IeHTOB, a TAK)XXE Pa3BUTHE
U COBEPIICHCTBOBAHUE HABBIKOB JUAJIOTMYECKON M MOHOJOTMYECKOW PEYH B PAMKAX
YKa3aHHBIX TEM.

ITocobue cocTouT U3 mecTy pasaenon. Kaxaplil pazien couaepXUT TeMaTHUECKUN
CJIOBAPb; TEKCTHI; CEPUIO MPEATEKCTOBBIX U IOCIETEKCTOBBIX 3aJaHUM, UMEIOIIUX KOM-
MYHHKaTHBHO — PEUYEBYIO HAMpaBIeHHOCTh. PaboTa ¢ JaHHBIM MOCOOMEM CIIOCOOCTBYET
(dopMuUpOBaHHUIO Yy CTYACHTOB cienyromux komnerenuuii: OK-4, OK-6, T1K-2

Jlexcuka TEKCTOB OTpa0aThIBAETCS U YCBAUBAETCA B XOJE BBINOJHEHUS YIpPaKHE-
Hui. B yueOHOE mocoOue BKIIIOYEHBI 3aJJaHUsI TBOPUECKOTO XapaKTepa, TPeOYyIoHe ca-
MOCTOSITEJIBHOTO TIOMCKA HY>KHON MHPOpMAIMK € OCIEAYIONIEH ee pe3eHTalueH.

VY4eOHoe mocobue MOXKET ObITh MCIOJIb30BAaHO KaK JUIsl ayIUTOPHOM, Tak U JJs
CaMOCTOSITENIbHOM pabOThI CTYIEHTOB.



Unit 1l

JOB INTERVIEW

position - T0JDKHOCTD, BaKaHCHS
negotiations - meperoBopsI
application - 3asBieHue, aHKeTa
strength - cuna, nocrouHcTBO
promising — mepcreKTUBHBIN
tension - HanpsiokeHue, cTpecc
obligation - 00s13aHHOCTB

experimental period - ucrbITaTeIBHBINA CPOK

skillful - onerTHBIM

1. Read about Dos and Don’ts for job seekers and discuss with a partner how you
can avoid mistakes and follow recommendations:

DOS

DON’Ts

Do learn ahead of time about the company
and its product.

Don’t keep stressing your need for a job.

Do apply for a job in person.

Don’t discuss past experience, which has
no application to the job situation.

Do let as many people as possible know
that you are job “hunting.”

Don’t apologize for your age.

Do stress your qualification for this job.

Don’t be untidy in appearance.

Do mention any experience you have
which is relevant to the job.

Don’t beg for consideration.

Do assume an air of confidence.

Don’t mumble.

Do approach the employer with respectful
dignity.

Don’t be one of those who can do every-
thing.

Do try to be optimistic in your attitude.

Don’t hedge in answering questions.

Do try to overcome nervousness and
shortness of breath.

Don’t hesitate to fill out applications, give
references, etc. on request.

Do answer the questions honestly.

Don’t hang around, prolonging the inter-
view when it should be over.

Do have a good resume.

Don’t go to an interview without a record
of former employment.




Do know the importance of getting along
with people.

Don’t arrive late or breathless for an inter-
view.

Do recognize your limitations.

Don’t be a “know it all” or a person who
can’t take instructions.

Do make plenty of applications.

Don’t isolate yourself from contacts that
might help you find a job.

Do indicate your flexibility and readiness
to learn.

Don’t display a feeling of inferiority.

Do be well groomed and appropriately
dressed.

Don’t write incorrect information on your
CV to make it look better.

2. What tips of advice from the table above do you follow in applying for a job?
What tips will you take into consideration? Do you agree with everything? What
can you add from your own experience?

3. Read and translate the text. Speak with your partner about the mistakes you
made when applying for a job.

Text 2. TOP 50 INTERVIEW MISTAKES

It's easy to make a mistake when you are at a job interview. In fact, sometimes you
don't even know you're making a mistake. I've spoken to several job seekers who didn't
realize that it wasn't acceptable to walk into an interview with a cup or coffee or a bottle
of water.

I've also spoken to applicants who have erred on the side of being too early for a
job interview or dressing too casually or even too over-dressed for the job or the com-
pany. They thought they were doing the right thing. Instead, they ended up not making
the best impression.

Some of the interview mistakesmade most frequently should be obvious, others
aren't as clear, especially if you haven't interviewed much or in a while. Here are the top
50 most common interview mistakes to review so you can avoid making them.

1. Dressing inappropriately.

2. Not taking a phone interview as seriously as an in-person interview.,
3. Leaving your cell phone on.

4. Chewing gum.

5. Bringing a cup of coffee or other drink with you.

6. Bringing another person with you to the interview.

7. Wearing sunglasses.

8. Showing up early.

9. Showing up late.

10. Showing up hangover and/or really tired.
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11.
12.
13.
14,
15.
16.
17.
18.
19.
20.
21.
22,
23.
24,
25,
26.
27,
28.
29.
30.
31.
32,
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44,
45.
46.
47.

Going to the interview if you are really sick.

Not knowing the interviewer's name.

Not introducing yourself.

Leaving a Bluetooth earpiece on.

Not smiling during the interview.

Interrupting the interviewer to take a call.

Have background noise (kids, pets, etc.) during a phone interview.
Wearing too much perfume or cologne.

Wearing a hat or cap to the interview.

Not bringing extra copies of your resume.

Not bringing a list of references.

Depending on the job, not bringing a portfolio of your work.
Playing with your hair.

Saying "ummm® or "you know" or "like" too often.

Mumbling and using poor grammar.

Talking too much.

Cutting off the interviewer's question.

Not talking enough.

Not smiling enough.

Telling jokes and laughing too much.

Not making eye contact with the interviewer.

Criticizing your last company or boss.

Not remembering your work history.

Checking your notes for an answer to a question.

Not following directions if you're given a test.

Not being prepared to answer questions.

Not paying attention to the questions you're asked.

Not taking the time to research the company prior to the interview.
Forgetting the name of the company you are interviewing with.
Forgetting the names of the companies you've worked for in the past.
Not remembering the job you applied for.

Telling the interviewer that you really need the job.

Telling the interviewer that you need the money.

Not knowing enough about the company you are interviewing with.
Asking about time off in your first interview.

Asking about salary and benefits right away.

When asked "Why do you want to work for our company?" providing answers that

are focused on you instead of on how you will benefit the company.

48.
49.
50.

Not have relevant questions to ask when asked, "What questions do you have?"
Neglecting to thank the interviewer for the opportunity to meet with him or her.
Not sending a thank you note after the interview.

4. Read and translate the text.



Text 3. FUNNY INTERVIEW QUESTIONS

Job interview questions differ according to the work structure of a company. But
most of the job interview questions asked by the companies are related to the three cate-
gories. In the first set, the interviewer asks about the candidate’s family background,
education, and interests. The second set comes with questions meant to assess the tech-
nical knowledge of the candidate. While the last is to judge the candidate’s personality —
his/her nature, decision making capacity, ideology, and ability to solve problems.

But some interview boards also ask a few funny interview questions to the candi-
date. This is a tricky method to check the candidate’s reaction. Many candidates don’t
know how to answer a funny interview question. Hearing a funny interview question
some candidates get irritated. What is there in getting irritated hearing a funny interview
guestion? The candidates have to know that these questions are meant to check the psy-
chological structure of the candidate. There is nothing to get panic or irritated hearing
funny interview questions. Just answer the funny interview questions as other technical
questions in a simple way.

By asking funny interview questions the interviewer is trying to test the nerve of
the candidate. Just relax and show enthusiasm to answer the funny interview question as
the other interview questions. The interviewer is trying to check what type of person
you are. That is whether you have enough humor sense. Funny interview questions are
asked to put the candidate at ease. By asking funny interview questions, the interviewer
Is also trying to make you relaxed and enthusiastic. The interviewer also needs to re-
move the tension in you and make the interview process very informal. This is done so
as to smoothen the interview process.

5. Read the dialogue. Compile a similar dialogue with a partner.

ADVICE ON JOB INTERVIEW

Fay asks Jerry for advice on how to succeed at a job interview in English

Fay: Hi, Jerry. I'm thinking of applying for a job with a multinational company, but
I'm worried about having an interview in English. Can you give me any good tips?

Jerry: Hmmm. That's a tough one. | guess the first thing is to try to make a good im-
pression. We often say, "you never get a second chance to make a first impression”.
You really need to get off to a good start.

Fay: That sounds like good advice. Maybe | could sing and dance for them, ha ha ha!
Then they'd really be impressed! But seriously, how do | make a good first impression?

Jerry: To begin with, you should firmly shake the interviewer's hand while greeting
him or her with a smile. Be sure to keep eye contact, especially when listening to the in-
terviewer.

Fay: Ah, "body language™ is really important, isn't it?

Jerry: Yes, it is. The second thing is to have confidence. You get confidence from
being prepared. You should learn a little bit about the company before the interview.
Find out what they do, how long they've been in business, what their business motto is,
that kind of thing. You should also anticipate possible questions, and think about how
you will answer.
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Fay: Should I memorize my answers beforehand?

Jerry: No! Definitely not! That sounds very mechanical. You should be natural when
you speak. Just think about how you want to answer, and choose the right words at the
time of the interview. That way, you can use the interviewer's own words in your an-
swer, which shows you've been listening. Then you're sure to make a good impression.

Fay: | never thought about that before. That's very helpful, Jerry. Thanks so much.
Ah, one more thing. Should I ask about the salary during the interview?

Jerry: No, either let them bring up the topic of money, or else wait for a second in-
terview. If you prepare well, make a good first impression, have confidence, and speak
naturally, you're almost certain to be interviewed again. Good luck!

6. Read and translate the text.

Text 4. JOB INTERVIEWS: BREAKING THE ICE

You'll notice a few questions in the beginning of the interview that concerns how
the job applicant arrived and the weather. This is commonly referred to as 'breaking the
ice'. 'Breaking the ice' is an important way to begin the job interview, but it shouldn't
take too long. Generally, job interviewers will break the ice to help you feel comforta-
ble. Make sure to give positive, but not too detailed answers to these 'ice breakers'.

Give short, positive answers to questions.

Don't go into too much detail.

Expect questions about the weather or how you arrived to the job interview.

It's a good idea to make a pleasant comment yourself to break the ice. Keep it
short, positive and simple.

Referrals

Sometimes, you may have found about a job opportunity through a referral. If this
Is the case, make sure to use the referral to your best advantage by mentioning it at the
beginning of the interview.

Mention the name of the referral at the beginning of the interview. Ideally, this
should be done when asked about how you found the job opening.

Provide the name of the referral,

Don't go into too much detail about the relationship, unless asked.

Give the name of the referral only once. Don't continue to repeat the name during
the interview.

Don't assume the job interviewer knows the person you are mentioning.

Language

Relating your job experience and how it relates to the specific job for which you
are applying are the two most important tasks during any job interview. Make sure to
use lots of descriptive verbs and adjectives to describe your responsibilities. For
example, instead of the following job description:

| talked to customers about their problems.

A more descriptive phrase with better vocabulary might be:

| counseled customers documenting their concerns, and coordinating our response
to their individual needs.



Take some time to prepare descriptive sentences concerning your responsibilities.
Make sure to connect your past experience to to the position.

7. Now that you've reviewed some basic interviewing technique, read a sample job
interview. Compile the same sort of dialogue with your groupmate.

Text 5. SAMPLE JOB INTERVIEW
Interviewer (Ms Hanford): (opens door, shakes hands) Good morning...
Job Applicant (Mr. Anderson): Good morning, Joe Anderson, it's a pleasure to meet
you Ms Hanford.
Hanford: How do you do? Please take a seat. (Joe sits) It's quite the rainy day outside,
isn't it?
Anderson: Yes, luckily, you have a nice underground parking lot that helped me avoid
the worst of it. | must say this is an impressive building.
Hanford: Thank you, we like working here... Now, let's see. You've come to interview
for the position of e-commerce manager, haven't you?
Anderson: Yes, Peter Smith encouraged me to apply, and | think I'd be ideal for the po-
sition.
Hanford: Oh. Peter... he's a great sysadmin, we like him a lot ... Let's go over your re-
sume. Could you begin by telling me about your qualifications?
Anderson: Certainly. I've been working as the regional assistant director of marketing
at Simpco Northwest for the past year.
Hanford: And what did you do before that?
Anderson: Before that, | was a Simpco local branch manager in Tacoma.
Hanford: Well, | see you have done well at Simpco. Can you give me some more detail
about your responsibilities as assistant director?
Anderson: Yes, I've been in charge of in-house personnel training for our Internet cus-
tomer service reps over the past six months.
Hanford: Can you tell me a little bit about what you've been doing in your training?
Anderson: We've been working on improving customer satisfaction through an innova-
tive e-commerce solution which provides real-time chat service help to visitors to the
site.
Hanford: Interesting. Is there anything in particular you feel would be useful here at
Sanders Co.?
Anderson: | understand that you have been expanding your e-commerce to include so-
cial networking features.
Hanford: Yes, that's correct.
Anderson: | think that my experience in customer relations via the Internet in real-time
puts me in the unique position of understanding what works and what doesn't.
Hanford: Yes, that does sound useful. What difficulties and challenges do you think we
might run into?
Anderson: Well, I think we'll continue to see consumers spend more of the shopping
dollars online. I've been studying how sales directly relates to customer satisfaction with
online services.
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Hanford: Would you mind giving me a bit more detail on that?

Anderson: Sure ... if customers aren't satisfied with the service they receive online, they
won't come back. It's much easier to lose customers online. That's why you need to
make sure that you get it right the first time round.

Hanford: | can see you've learnt quite a lot in the short time you've been working in e-
commerce.

Anderson: Yes, it's an exciting field to be working in ...

8. Read through this outline of the responses of three applicants to the same ques-
tions asked of them in an interview. Consider their answers carefully.

JOB INTERVIEW DIALOGUE
Good morning, my name is Ms Martin. You've applied for the Laboratory Assistant's
position right?
A. Yes.
B. Yes Ms Martin, | have.
C. Yes Ms Martin. When | saw it advertised I thought it would really suit me.
Can you tell me why you replied to our advertisement?
A.l .. I'mnotreallysure .... ahh ....
B. Well, I've always enjoyed science and felt that this position would offer me an oppor-
tunity to extend my skills in this area.
C. | think that I'd be really good at this kind of work. In fact I learn so fast that I'd be
looking for promotion very shortly.
Do you know exactly what you would be doing as a Laboratory Assistant?
A. Well, I don't really know for sure, but I think it's got something to do with helping
out the scientists in the laboratory hasn't it?
B. A Laboratory Assistant helps to maintain scientific equipment, keeping a check on
the supplies in the store, and preparing the chemicals for experiments.
C. Oh, a Lab. Assistant helps make sure that all the experiments are done properly.
What sort of student do you regard yourself as . . . did you enjoy studying while you
were at school?
A. | wasn't the best student. | didn't really like study all that much, but I did it when |
had to.
B. | suppose I'm a reasonable student. | passed all my tests and enjoyed studying sub-
jects that interested me.
C. I'm a really great student I didn't have to study much because | always seemed to get
by without worrying too much about it.
What were your favourite subjects at school?
A. | liked Science-it was O.K. . . well, at least the bits | understood were O.K.
B. Maths and Science were my favourite subjects at school. I also enjoyed doing Histo-
ry.
C. I'm afraid that I only liked the ones | was good at. The others were so boring that |
found them to be a thorough waste of my time.
Do you have any further plans for further study?
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A. | hadn't really thought much about it . .. | don't know what courses | could do.

B. Well, I've thought about doing the part-time Chemistry Certificate course at Tech-
nical College. I think | would really benefit from doing that.

C. Well, if | had to do it I suppose | would, but now I ve finished school I'd much rather
try to get my social life back into full swing again.

Suppose our company wanted you to attend an institution to further your skills.... How
would you feel about this?

A. Attend a what?

B. If the course would help me improve my prospects for promotion and help me to be
better at my job | would definitely do it.

C. Attend a course? When? | hope it would be in the day time? Would | get time off
from work to attend it? | hope it's not at night-my social life would be ruined.

Have you ever had a job before?

A. No | haven't. I've never really been game enough to get one.

B. Yes. | have worked part-time at a take away food store-the one just round the corner.
C. No. I've really been too busy, what with all the study I've had to do to get a good re-
sult. . .

We have a lot of other applicants for this position. Why do you think that you deserve to
get the job?

A. | can't think of any special reason-I suppose I'm no different from most other people.
B. Well, I've found out a lot about this type of work and my research suggests that |
would be quite capable of doing the work involved. | also think that | would be able to
handle any training course reasonably well.

C. I reckon I'd probably be the best applicant you're likely to get for the job.

Now, do you have any questions you'd like to ask me about the position?

A. No thank you. | don't think so.

B. Yes. Ms Martin, could you tell me what hours I'd have to work, and for whom I'd be
working?

C. Yes. .. What's the pay like?

| think | have asked you everything | wanted to. Thank you for coming along to the in-
terview.

A. Thank you Ms Martin. Goodbye.

B. Thank you. When will | know if I am successful?

C. Oh, think nothing of it. . . Could I see where I'll be working?

9. Questions:

For each applicant, choose three words/phrases from the list below, which best de-
scribes their answers to the interviewer's questions.

N 0] 0] [ 0% T | SRS

F N 0] 0] [ 0% T | = S TSRS

N 0] 0] 107 T o | A TR PR

Has done some research; confident and prepared; ill-prepared; unsure; arrogant;
hesitant; doubtful; ability to cope; lazy; not interested in the job; an upstart (presumptu-
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ous); modest but sure of him/ herself; adequate; pushy; polite; rude; interested; keen;
under confident; energetic; has good study habits; has positive attitude to study.
Which applicant do you think would be successful? Why?

10. Find these expressions in English in the dialogue above:
1. 3anonHuTe, MOXKATYNUCTa, 3TY AHKETY.

2. Gupma ¢ GONBIIMMHU MTEPCTIEKTUBAMHU.

3. Ham HyxHa cuibHas TBOpUecKas KOMaHa.

4. Kakue Baly IriaBHbIE JOCTOMHCTBA?

5. BbI X0po1I0 NepeHOCUTE NOBCETHEBHBIE HATPY3KU?

6. YV Bac oTau4HbBIC OT3BIBBI C MIPEABIAYIEH PAOOTHI.

11. Read and translate the dialogues.

JOB-HUNTING
« Good morning, sir.
« Good morning. Come in. Mr. Klimenko, isn’t it? Please take a seat. You will have to
excuse me a moment while | finish signing these letters. Meanwhile please fill in the
application form... There, that’ll do. Now I can concentrate on you, Mr. Klimenko. Tell
me, how long you have been working in Alpha?
« Five years. | am only leaving because the firm is moving to Sevastopol, | think a
change will do me good.
« What do you know about our company? You are welcome to ask any questions you
have.
o« I know that this is a very promising company, so 1’d like you to inform me what will
be the major focus of efforts in the next few years.
« We plan to expand our activities with English-speaking countries, mainly England, to
buy the equipment and technology from there and run training programs here. We need
a team of creative people to make our company competitive in the world market.
« What will my responsibilities and obligations be during the first year?
« Well, first of all to be responsible for our contacts with English partners. You will
need to skillfully negotiate for and buy equipment. The job will involve much travel-
ling. There is likely to be a trade fair in London soon, which we hope you will be able to
go to.
e Yes, | see.
« So tell me, what are your three main strengths?
« | think they are: reliability, loyalty and energy.
« OK. Do you work well under pressure?
e Yes, I’'m accustomed to working under pressure.
. Are you a leader, an entrepreneur by nature?
« Yes, | think so.
« All right. Now, Mr. Klimenko, I am quite prepared to offer you a job with us. You
have excellent references from your previous job. You’ll start on $450 and if you do
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well we’ll review it after three months. The hours are from nine to five thirty, with an
hour for lunch and a fortnight’s holiday. Does it suit you? Any questions?

« What about travel? Where will | have to go and for how long?

« Mostly to England for not longer than a month.

« All right. When do you want me to start, sir?

« Inaweek, if possible.

« I am afraid I can’t start working till the 10" of October.

« No problem. We’ll be seeing you on the 10" then?

« Yes, certainly. Thank you very much. Goodbye.

« Goodbye.

JOB INTERVIEW
— Good afternoon! My name is Olga and | am a human resources manager.
— Good afternoon! | am Sergey Pavlov and I’'m currently applying for a position of a
visa manager with your company.
— Why do you want to work in our company?
— | have a considerable experience in this area; | have so far worked in several travel
agencies on similar positions. So, working for your company won’t be challenging. |
like my job.
— | see. What was you last work place?
— | worked at X travel agency, which offered tourist voyages over Europe .
— Why did you leave your job?
— The company cut jobs and finally went bancrupt.
— Tell me, please, about your educational background.
— Well. I graduated from Y State University in 2001, Faculty of Economics; afterwards
| joined a post-graduate course and received a PhD. The thesis was public relations in
the sphere of tourism. | also did a management training for the travel agency managers
in 2005, for which I’ve got a cetificate.
— You received good education. But why this position? Wouldn’t you like to work as a
university teacher?
— Yes, | wanted to try this sphere, but the salary is too low there. Therefore | chose a
career in the commercial sector.
— | see. How do you understand your responsibilities?
— Well. I’'m supposed to be in charge of consulting clients on visa regulations in differ-
ent countries and assisting them in preparing the necessary set of documents. | will also
be responsible for visiting embassies, submitting documents and getting visas for the
clients or arranging on interview dates for them if needed.
— All these require good knowledge of English. As I can see, you know the language
very well. But where did you learn it?
— | graduated from a specialized language school, | also studied English at the univer-
sity and afterwards | passed a candidate exam of English, had got an excellent mark and
did an English course to raise my language level.
— Thank you. What can you tell me about your character? Everybody has their strong
and weak points, how can you describe yourself?
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— Well. I have excellent communication skills. I have good people skills. I’'m very
helpful. As fro my weak points, I don’t like to get up early. But it doesn’t mean that I’'m
not punctual. ’'m always on time for work, take my word for that.

— Tell me, please, about your family.

— Well. I am single, I have no children. I live in my own flat alone.

— S0, Sergey, it was very nice talking to you. I’m sure you will make a good candidate
for this position. But as you might understand to know English means not only to be
able to speak fluently, but to write and to understand English. Therefore | must be sure
that you have these skills. I’d like you to take a number of tests. When are ready with
those, please, give the papers to the office manager. I’ll check them later today, and if
everything is fine, I’ll be in touch soon.

— Thank you for your time. Hope to hear from you.

— OK. Have a nice day! Good bye.

— Good bye.

12. The phrases below may be useful. Add some information about yourselves.

Why should we hire/choose you?/Why do you want this job?

I’'m always ready to take on responsibility and feel this will come more quickly
with a firm of this size. A small firm also gives the chance to build closer working rela-
tionships with clients and colleagues and I’ve found through my past work experience
that this makes an organisation more effective as well as more satisfying to work in.
Please tell us something about yourself.

I come from ..., for the last ... months/years I’ve been living in ... . I graduated
from ... in ... . After the studies I worked in ... as an ... . I would like to join your
company because ... . I think I will get there new skills and experience and | will have
an opportunity to develop myself. I am a hardworking and ... person. I am good at ...
and ... . My hobbies and interests are ... . Is there anything else you would want to
know about myself?

What are your weaknesses?

I’m not a very self-confident person and used to find it very difficult to talk to peo-
ple. But I'm working on it. I’ve joined the debating society this year to give me experi-
ence of speaking in front of an audience. It helps mi a lot.

What are your main strengths?

In my opinion my strongest trait is ... . This trait has helped me in many hard sit-
uations, for example ... and ... . I have also always been a great ... . [ am good at ... . |
think I am an excellent ... . My friends say that [ am very good at ... .

What do you expect to be doing in 5 years time?

| would hope to grow with the responsibility 1 am offered and to develop my skills
as far as | am able. | would like to gradually take more and more responsibility and per-
haps by then be a brand manager for a major product.

What do you know about our company?

| have heard that your company is a good place to work at, with a lot of friendly

and helpful people and opportunities for development. It is also connected with my in-
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terests, so | think it is a nice place to work, especially for me.
Why are you leaving your present job?/Why do you want change your current job?

My present job does not meet my expectations in that | feel I do not exhaust my
potential to the fullest. | reckon your company requires more commitment and personal
dedication, which is why | am after working for you.

How do you solve difficult situations at work?

In case of difficult situations, | try not to get stressed out and think of a rational
way to deal with a problem. Sometimes it takes a lot of thinking. For example, | will
think what someone else would do, but oftentimes difficult situations can only be solved
by staying calm and applying the most straightforward methods. When it is necessary
and a problem is really big, | ask competent people who have experience in dealing with
silimiar problems.

When can you start working for us?

| currently don’t have any job, so I can start working for you immediately./l can
start working for you from tomorrow / next week / May 1st.

Since | already have a job, | will be able to start this one on ... .

What do you like doing in your free time?

Whenever | find some free time, | like to spend it in an active way. My hobbies in-
clude riding a bicycle, playing basketball, and jogging. If the weather does not allow me
to do any of these, I read books or watch movies. | also like to spend my free time with
my family, for instance going out somewhere.

What are your long-range goals?

| always try to focus on the nearest future, but also have to have long-range goals
in mind. | would love to be working for you in a year, but also in the next ten years. |
believe the opportunities your company offers to the employees are vast and rewarding,
hence | see myself as a dedicated employee in your company even in a decade or so.
What would you tell about teamwork?

Teamwork is essential, and I find myself a great teamworker. | have had no prob-
lems whatsoever cooperating with others on various projects, and | appreciate the work
of others that they bring to the team in the process. Whenever | can, | try to bring some-
thing else, and squeeze the most out of the teamwork possible.

What is your greatest achievement you are proud of?

I think my biggest achievement is ... . Im proud of it, because ... and ... . Thanks
to that, | started to believe in myself and ... . Thus, I consider myself a great asset.
How much do you want to earn?

I would like to earn ... . I think my work and qualifications are high enough for a
salary of ... . I would expect to be paid ... for this job. I would take no less than ... .
Renumeration-wise, | reckon my skills and knowledge make me a person worthy of
paying ... .

Have you got any questions?

I’d made a note to ask about your appraisal system and the study arrangements for
professional exams, do you have any?/Thank you, but | really feel that | know every-
thing that | need to know at this mome
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Unit 2
RESUME

inevitably — HensoexHO

to require —tpeboBaTh

to hire — manumatp

accomplishment — BeImonHEeHUE (TOCTHKCHHIE)
superficial — moBepxHOCTHBIH

to irritate — paznpaxkartb

tinted paper — ToHoBas okpalieHHas Oymara
merit — 10CTOUHCTBO

1. Read and translate the text.

HOW TO WRITE A RESUME

No matter what method of job hunting you use, inevitably somebody will ask you
for a resume. Most companies require a resume before seriously considering a job
candidate from the outside. Resumes are sometimes also required in order to receive a
job transfer within a company.

The purpose of a resume is to help you obtain a job interview, not a job. Very few
people are hired without a personal interview.

Effective resumes are straightforward, factual presentations of a person's experi-
ence and accomplishments. They are neither over detailed nor too sketchy. A general
rule is that two or three pages in length is best.

One page seems too superficial; a four-page (or longer) resume may irritate an
impatient employment official. Some writers suggest that a chronological (the stand-
ard-type) resume be used; others argue for an accomplishment resume. A useful re-
sume should include both your experiences and key accomplishments. When sent to a
prospective employer, a resume should be professionally reproduced, with particular
attention to misspellings, typographical errors, and careful spacing.

To attract attention, some job seekers print resumes on tinted paper, in a menu-
like folder, or on unusual-sized paper. If done in a way to attract positive attention to
yourself, these approaches have merit.

2. Questions:

What is the purpose of a resume?

What are effective resumes?

What is the length of effective resumes?
What should a useful resume include?
How should a resume be reproduced?

agbrwnbE

3. Writing resumes can be challenging, however using resume examples that were
written by professionals as a guide can help achieve the best resume format and
resume layout. The below free resume samples are categorized by profession.
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SCHOOL ADMISSIONS RESUME

ADAM PASH

12345 Street Name Ave., Portland, OR 11111

555-555-5555 email@resumewriters.com

Accomplished, achievement-driven and results-oriented recent Honors Graduate interested in
working in Business Management or Sales.

QUALIFICATIONS

% Strong three=year background successfully managing organizations o achieve business goals.

% Youthful and vet very mature; willing to learn and grow; Passionate about achieving a challenging
position that allows meaningful contributions to a business’ success.

% Dwnamic personality that inspires people to want to work for me,

& Persistent and driven; acquired BA degree while working a fulltime job.

% Excellent computer skills—applications related to MS Office or the Internet.

% Adept at anything technical in nature as demonstrated by effectively developing products requiring
applied organic chemistry.

< Superb leadership, interpersonal, planning and communication abilities, Great people and sales skills.

= Directing production, sales, inventory and cost control for multiple beverage facilities.

= Managing and developing beverage products that involved superior skills in applied organic chemistry.

s Accomplished highest sales record in the Southeast and maintained the lowest operating costs for
three vears while managing the HOPS Brewery.

WORK HISTORY

WESTCHESTER BAR AND GRILL, Portland, OR .........coommimmmvmrrmrsisisnssssssssssssssssssssesssssesnseece. 2004 = Present
Bartender
MACRONI GRILL, Portland, DR ......cooooiiensamcsmcmiesssssssassnss smmssmss ses s sssss s s s sssssas ssssssssssssssnsanenssns 2001 - 2003
Bartender
CAPTAIN'S BREWERY, Portland, QR ... s i s s s ssssssns ssmssmssssmsnsacs 1997 - 2001
Managing Brewmaster for Portland, OR region

EDUCATION

OREGON STATE UNIVERSITY, Portland, OR
BA in Experimental Psychology with minor in Business Management (HONORS), 2005

(A

Magnus P. Magera scholarship.

Member, Psi Chi (National Psychology Honors Society).

Alpha Lambda Delta Mational Honor Society.

Gamma Beta Phi National Honor Society.

Golden Key National Honor Society.

Selected to Dean’s and President’s List nearly every semester.

Chosen from top 2% of OSU Psychology department to participate in the largest federal grant
awarded to USC because of project which taught high school seniors to use psychological methods
for teaching 1" grade reading.
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RESUME FOR YOUR FIRST JOB

RICHARD SIZEMORE

12345 Street Name Ave, » Baltimore, MD 11111
email@resumewriters.com o (355) 555-55355

QUALIFICATIONS PROFILE

Dynamic professional poised to leverage education and experience toward launching a successful

carcer a5 2 Financial Planner (or Analyst) with a company seeking an articulate team player

committed to supporting company objectives.

» Financial Analysis: Monitor and track trading details to understand market changes and plan
personal investment strategies to maximize price benefits and mnimize risk factors.

» Communication & Presentation: Exceptional interpersonal skills. Handle sensitive matters with
tact, poise, and diplomacy. Communicate and interact well with individuals at all leveis.

F Computers & Administration: Proficiencies include Microsoft Office (Word, Excel, Access,
Outlook, PowerPoint), QuickBooks, [nternet research and applications.

PR

EDUCATION

Bachelor of Arts Degree in Business, (anticipated 12/2006)
BALTIMORE COMMUNITY COLLEGE = Baltimore, MD
Specialization: Finance ~G.P.A. 3.0

Associate of Arts Degree, (2003)

BALTIMORE COMMUNITY COLLEGE — Baltimore, MD

PROFESSIONAL EXPERIENCE

Baltimore Community College — Baltimore, MD
Finance Student, 2005 - Present
Enthusiastically pursuing wniversity s Business and Finanee degree programs

Completing education in Financial Analysis, Financial Investments, Financial Institutions & Markets,
Options and Futures, Investment Analysis, Financial Management and Financial Accounting,

= Played key role in the research and preparation of viable business plans, analyzing financials.
= Contributing member of WWLU's Financial Management Association (FMA).

THE WATFORD GROUP — Baltimore, MD
Assistant Manager, 2003 = 2005
Served as Assistort Manager of the multi-million dollar real estate development firm.

Assisted management in operations, maintenance, administration, and improvements.  Planned,
scheduled, and coordinated general maintenance, major repairs, remodeling, and construction.

*  Participated in fiscal accounting and preparation of financial budgets and lorecasts.
= (Ibtained valuable hand-on business and finance experience in the real estate industry.

Sample Resume Provided by www resumewriters. com
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STUDENT RESUME

ADAM PASH

12345 Street Name Ave., Portland, OR 11111

555.-555-5555 email@ resumewriters.com

Accomplished, achievement-driven and results-oriented recent Honors Graduate interested in
working in Business Management or Sales.

Strong three-year background successfully managing organizations to achieve business goals.
Youthful and yet very mature; willing to learn and grow; Passionate about achieving a challenging
position that allows meaningful contributions to a business’ success.

Dynamic personality that inspires people to want to work for me,

Persistent and driven; acquired BA degree while working a fulltime job.

Excellent computer skills—applications related to MS Office or the Internet.

Adept at anything technical in nature as demonstrated by effectively developing products requiring
applied organic chemistry,

Superb leadership, interpersonal, planning and communication abilities. Great people and sales skills,

¢ COoOPe SP

Directing production, sales, inventory and cost control for multiple beverage facilities.
«  Managing and developing beverage products that involved superior skills in applied organic chemistry.
«  Accomplished highest sales record in the Southeast and maintained the lowest operating costs for
three years while managing the HOPS Brewery,

WESTCHESTER BAR AND GRILL, Portland, OR .....oommmmimmimmmmmmmmsssmmstsrmsmsrmmesseissssimmiseecs <004 = Present
Bartender
MACRONI GRILL, Portland, OR ...coiiiisimisisimssmsisismissismmssissssssssissssisssimssisssmsissispsperspseesress 2008 = 2003
Bartender
CAPTAIN'S BREWERY, POIand, OR ...ouiciismimsississsmisasssasisrmsapsisssssasissassssnississsssasmsrisissssssresssssssassnrs 1997 = 2001

Managing Brewmaster for Portland, OR region

OREGON STATE UNIVERSITY, Portland, OR
BA in Experimental Psychology with minor in Business Management (HONORS), 2005

Magnus P, Magera scholarship.

Member, Psi Chi (National Psychology Honors Society).

Alpha Lambda Delta National Honor Society.

Gamma Beta Phi National Honor Society,

Golden Key National Honor Society.

Selected 1o Dean's and President’s List nearly every semester,

Chosen from top 2% of OSU Psychology department to participate in the largest federal grant
awarded to USC because of project which taught high school seniors to use psychological methods
for teaching 1" grade reading.
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MARKETING EXECUTIVE RESUME
NICHOLAS R, HEINE

12345 Strect Mame Ave. - Austm, TX 11111 - (555) $65-5555 o (355) $55-5555 - email S resumewriters oom

SUMMARY OF QUALIFICATIONS
Exceptional leader with lalent selling design, quality, service and value over price. Proven revensc generasor in all
mashet condilions. Adept of B2B sales and negotistions with decision makers at many levels. Technically savvy,
Demonstrated ability b0 build new termidories and expand opportunities within existing cliem base. Outstanding
relationship building, training, and preseneation skills. Imelligent, articubue, and driven 1o succeed.

Corg COMPETENCIES
Strategic Planming Medical Sales Client Relationship Management
In-Service Trainkng Client Meeds Assessment Marked Anslvsiz
Forecasting Profit & Loss Management Megatiaten
PROFESSIONAL EXPERIENCE
IsnEm SysTEMS, LLC, Dallas, TX 42006 — Present

FkH-hh Represemrative
Sell post aurscular bearing asds 1o Oeolaryngologists, Andwlognts, and kensed hearing aid specialists
«  Manage comprchensave |5-phase sales process that begins with cold call and concepd sell.
= Plan and candect consumer seminars and participate in tradeshows and
industry comamtions,
»  Treain Awdiobogists on proper phoysical fiting of product and wse of soiibaare.
+  Achieved up to 245% of production targets in lilinois and Indians in first 3 months.
o Selected to launch Minnesota temmitory and manage Wisconsin and lowa,

AURAL TECH, Ixc, Seantle, WA J2008 - 4720D0é
Territary Mamager (W%, NI, 50, 1A, and MO)
«  Analyeed market and identilied opperunlics.
«  Sold medical devices (hearing asds, personal FM and active leaming svitems)) in edueational marked
o Dualified leads, uxundnttd:mdmmmmﬂedmlmmgnmudmdmphmm
»  Provaded sneservice training, workshops, and peesentabions 1o educational sudecdogist, SLP & SF'E:I.'I
diseciors, weachers, superintendents, architects, rechnology directors, and principals,
+  Developed monthly and vearly sades and budpet lorecaste,
«  Mumained detailed datshase of prospects and cusicmers: documented sales calls to facilfate follow up,
«  Cirew key accounts | 3% - BIFG i Hest year,

SELF-EMPLOYED, Tulsa, QK X201 - 42005

Salen'PL Techaician

Atiracted and retained looval clients by building repuatation of imegrity, knowledge, and sccoentsbility.
Sold [T services, inchuding: PC repair and upgrades, Web design, network set-up, and software irining.
Sourced ard developed leads via assentive cold calling and flver campaigns.

Cross-sold services wing B2ZB and BIC and multi-chamne] strategies and peer networking

TRU COMMUTER AIR, INTERNATIONAL, Drallas, TX S0 - B2003
Irocrn
»  Speatheaded & rescarch projoct which will save an estimaied 530,000 anrually in unnecessary removal,
overhaul, and replacement of avionics components and over $230K in lost revenue from aircraft downtime;
served om Champion Air Relishility Improvement Project team.

EpvcatioN
GRAMMAN STATE UsivERSITY, Awstin, TX
Bachetor of Arts: Business Management, 2003

COMPUTER SKILLS
* MS Word, Excel, Aceess, PowerPoint. Outlook, and Windows; Act!, Sales Logix, and Goldmine
*  CompTlA A+ Certification

® " = &
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ACCOUNT MANAGER RESUME

12345 Street Name Ave,

email@ resumewriters.com

Fort Myers, FL 11111 555-555-5555

Qualification

Profile

Professional
Background

Education

Employment

History

Affiliations

»  Results-oriented Sales Professional with exposure to business development, marketing, strategic
planning, client relationship management, and customer service,

*  Ability o leverage skills and capabilities to participate in pharmaceutical sales activities.

«  Proven success leading business development efforts, expanding customer base, and increasing
revenue potential within organizations,

®  Skilled in improving customer retention levels within highly competitive markets,

»  Exceptional leadership abilities concerning team initiatives.

Participated in sales functions within various organizations,
Led business development and marketing efforts, which expanded the customer base and introduced
products mto specialty markets.
Conducted market research, identified emerging market trends, and introduced marketing strategies,
Created trade show materials, attended trade shows, and promoted preducts.
Contributed to the implementation of promotional programs that optimized revenue levels in a
saturated market.
Customer Service

+  Played a key role in increasing retention as well as satisfaction rates.

+  Handled client relationship management functions, which included promoting enduring relationships

with a diverse clieniele.
+«  Cultivated positive and enduring relationships with customers.

Dietetic Intern Frogram {currently pursuing)
Florida Health and Science University

Post-Baccalaureate Degree in Nutrition and Food Management (2005)
Florida State University

Bachelor of Aris in Psychology, Minor in French {1998)

University of Florida

Study Abroad Program in Framce (1996)
Imstitute for American Universities

Starbucks Coffee Company (2004 — 2005) - Sarista

Bazoongi Kids (2003) = Custonrer Service Representative
Gainesville Chinese Garden (2002) — Public Relations Assistant
Morthwest Airlines Inc. (1999 = 2001) = Flight Attendant

Good Samaritan Albany General Hospital (2004) — Folumieer
Florida Dietetic Association {2004) - dnmwal Meeting Assistans
Flogida State University Women's Center (2004) - Assistant

Florida Dietetic Association & American Dietetic Association

Sample Resume provided by www.resumewriters.com
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BUSINESS RESUME EXAMPLE

KATHERINE SEELY

12345 Swrect Name Ave. » Fortland, ME 11111 » Home (355) 355-5535 or Cell (355) 555-3553
orders{i resumewTiters.com

SUMMARY OF QUALIFICATIONS
Bilingual leader who performs well in mulfi-national environment. Adept at managing all phases of project life
cvele, from needs assessment through implementation. Skilled af utilizing CRM and data management tools 1o
optimize sales, marketing, and customer loyalty.

CoORE COMPETENCIES
Program & Project Management Process Reengineering Change Management
Business Case Development Performance Metrics Definition CRM Program Management
Strategic Planning Risk Management Megotiation

PROFESSIONAL EXPERIENCE

GOVEPMNT MORTGAGE 2004 — Present
Direcior/ VP Busimess Praject Management Office

«  Co-Manage all Govepoimnt projects, ensuring projects were delivered on-time and within budget.

+  Support Marketing and Sales effors,
Key Accomplishments

»  Created and led implementation of Project Managemem Methodology to reduce project management.

+  Promoted to Vice President after 10 months in Senior Project Manager position,

CHARLES SCHWAR & C0., INC. 1999 — 2
Senior Project Manager/Consaltant
»  Plenned, developed, and led complex projects from inception through completion, delivery projects on
time and under budget.
« Enhanced business infrastructure resulting in improved performance and cost reduction,
TELEPOINT, INC, 1999
Kales Service Manager

»  Performed multi-functional role, assisting and managing startup of vendor-branded channe] portal
company. Suppored major clients, including: Hewlent-Packard, CyberSource, and Sony.

+  CGiathered data and analyzed business operations of small to large sized companics; developed strategy
and vigion and oversaw business process and technical mapping.

Ersst & Yousa, LLP 19594 — 1999
Kemior IT Consultan (| 998 - | 990
+  Specialized in management consultancy for Oracle Financial Modules, identifying customer
requirements and implementing impact solutions.
«  Served as Team Lead for Oracle Accounts Payable Applications Release 11 implementation for
complex global unification praject for Del Monte's financial systems.

EDUCATION
UNIVERSITY OF MAINE, Portland, ME
Backelar af Arts: Political Science

TECHNICAL SKILLS
IRA] Rational Unified Process platform and tools (ClearQuest, ClearCase, and RequisitePro), MS (dfice Suite,
MS Project, Remedy, MS Access, Visio, Mind Manager, Oracle Accounts Payable, PowerBuilder, Fusion
Project Management, EMS Pursuit Manager, Lotus Am/Pro, Lotus Notes, Freelance Graphics, and ABC
Flowcharter
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SALES MANAGER RESUME

Damien Cave

12345 Street Name Ave. ¢ Springfield, ML 11111 # (555) 555-5555 + woom@hono.net

PROFILE

Well-qualified and resulis-oriented Banking Professional with over 16 years of successtul experience in
pasitions of ingreasing responsibility and duties. Top-performer with track record of consistently meeting
or exceeding sales goals and customer expectations. Skilled at educating customers on banking products
and recommending best options that meet their short-term and long-term needs. Team plaver with
polished communication skills: verbal, written, interpersonal, presentations, and rapport building.

P Customer Service Relations = Sales Management » Branch Management
- Marketing Financial Services P Loan 7 Account Origination P Account Management
- Staff Training & Development P Regulatory Compliance » Project Management
P Banking Products & Services » Relationship Building » Teller Operations

B New Business Development - Revenue Growth Generation P Communications

CAREER PROGRESSION

WALKER'S BANK, Springfield, MI 1999 - Present

Assistanr Banking Cenver Manager at 3rd largest financial services firm in U.S. with 1.2 willion in

assets and operations in more than 50 countries,

e Manage sales of bank products, new business, operations, customer service, and teller activities at tier
one banking center and work with regulatory compliance, intemal policies and procedures.

* Supervise hiring, training, statfing, and coaching of 5 customer service representatives and 7 personal
bankers; lead team of 7 bankers and oversee monthly sales figures to determine if goals were met.

Selected Accomplishments:

¢ Play instrumental role with branch always meeting every sales category each year,

s Help branch rank among top-4 banks in district during internal checking account contests cach vear,

FIRST MICHIGAN BANK, Chicago, IL 1991 — 1999

Personal Senior Banker at largest bank in Michigan.

» Generated new business through presentation of bank products to customers and follow-up.

s Provided loan counseling to clients, reviewed overdrafts for branch, and created investment portfolio,

s Prepared month-end reports for managers and helped identify and resolve any problems that occurred.

s Trained new emplovees and plaved key role during several banking conversions and operational help.

Selected Accomplishments:

» Ranked among top-15 bankers at bank; sold 4 to 5 products on average during each client meeting.

o Selected by management to be licensed to sell annuities; ranked as top Annuity Seller at bank.

*  Won several branch contests consistently as top Sales Person or referrer 1o business partners.

WESTERN FEDERAL SAVINGS BANK, Chicago, IL 1980 - 199]
Bank Teller at savings and loan bank,

PROFESSIONAL DEVELOPMENT
Michigan University, Springfield, Ml
25 credits in Business

The American Institute of Banking Courses
Accounting, History of Banking, Speech Presentations, Management-Employee Relations

LANGUAGES

Fluent in Greek

COMPUTER SKILLS

Microsoft Word, Lotus MNotes, PC Literate

Sample provided by www. resumewriters.com
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Unit 3
TYPES OF BUSINESS LETTERS

1. Read this text, translate it and be ready to discuss:

Correspondence is an essential part of business. To do business successfully we
should know the following types of letters. They are: enquiries, quotations, offers, com-
plaints and claims, adjustments.

An enquiry is a request for information. It is one way of obtaining an offer from
your expected business partner. Such request can be sent to the Chamber of Commerce,
to a bank or to some company if you are looking for partners or suppliers. If you are in-
terested in their names and addresses you should send a general enquiry. If you want to
find out the details of prices and discounts, terms of payment and delivery, delivery
times and types of packing you should forward a specific enquiry.

Another way of obtaining offers is to place an advertisement in a newspaper or
other publication. This advertisement is called an invitation to tender. Companies who
are interested can then submit their offers (tenders) — and the best one is chosen to sup-
ply the goods required.

A reply to an enquiry is called an offer or quotation. Offers may be firm (binding)
and without enagagement (non-binding). Firm offer can’t be changed or withdrawn.
Under non-binding offer the seller doesn’t want to bind himself to the terms of his offer.

If the buyer is satisfied with the terms of the seller’s offer he may place an order.
There are a number of orders: trial, firm, standing, initial, follow up, merchandise on
call, advance, bulk, repeat orders.

If the seller breaks a contract or doesn’t execute his order the buyer can make a
complaint. He can make a complaint about:

« the goods are of inferior quality;

. the goods are damaged,;

« the goods were lost in transit;

« the price is incorrect;

« there was a delay in delivery;

. the goods were shortshipped,;

« the wrong goods were delivered,;

o the goods don’t match the sample.

If the complaint is justified the seller has to make an adjustment, i.e. he has to offer
the buyer some form of compensation:

« the Seller can return the goods;

. the Seller can replace the goods;

« the goods can be repaired at the seller’s expense;
« the Seller can offer the Buyer a price reduction.

There is another type of business letter. It is a reminder. If the Buyer fail to fulfil
his obligations on time, it is customary to send three reminders.

And finally a Sales Contract is concluded. It is the legally binding agreement

reached by the seller and the buyer.
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2. Comprehention test:

1. Anenquiryisa.....

a) reply to a business letter: b) request for information; c) legal agreement

2. An enquiry is sent to the ....

a) Chamber of Commerce; b) Arbitration; c) Maritime Organization

3. Ifyou are looking for partners abroad you can write to....

a) Embassy; b) Local Bank; ¢) Customs

4. The purpose of a general enquiry is to ...

a) offer the name of a Supplier: b) obtain the names and addresses of a supplier; c) place
an order.

5. Specific enquiry is sent when you want to know...

a) name of a Supplier; b) place of manufacturing; ¢) more details about the goods to be
supplied.

6. An enquiry is a way of obtaining ...

a) offers; b)advertisement; c) orders

7. Invitation to tender is ... in a newspaper to obtain an offer.

a) an article; b) a picture; c) an advertisement

8. ... makes an offer.
a) A Buyer; b) A Customer; c) A Seller
9. ....places an order with a Supplier.

a) A Buyer; b) A Customer; c) A Seller

10. ....is made in answer to an enquiry.

a) order; b) solicited offer; c) unsolicited offer

11. .... 1s sent on the Seller’s own initiative.

a) firm offer; b) solicited offer; ¢) unsolicited offer

12. The Seller must provide the goods at the prices and terms given in his offer under....
a) firm offer; b) firm order; c) solicited offer

13. .... 1s an offer without obligations.

a) firm offer; b) unsolicited offer; ¢) non-binding offer

14. If the Buyer is satisfied with the terms of the Seller’s offer he....

a) sends an enquiry; b) places an order; c) concludes a sales contract

15. If the customer orders a small quantity of goods to test the quality he places ....
a) a trial order; b) an initial order; c) a firm order

16. The first order placed with a company is called....

a) a trial order; b) an initial order; c) a firm order

17. 1f the customer orders goods in large quantities he places.....

a) a trial order; b) a bulk order; ¢) a firm order

18. The legally binding agreement reached by the Seller and the Buyer is the ....

a) Charter Party; b) Contract of Employment; c¢) Sales Contract

3. Match the words and phrases

1. 3ampoc 1. to send goods
2. pexiama 2. cooperation
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KOHKYPEHTOCTIOCOOHBIH
MTOCTABIIHK

MOKYyTIaTeIb

oTpeOuTeh
€IMHCTBEHHBIN 3KCIIOPTEP

©CoNo kAW

3aMHTEPECOBATHCS YeM-TTH00
10. Ha3HaYaTh IIEHY

11. nanexHast KOMIIAHUS

12. mapTus ToBapa

13. nenoBwIe MapTHEPHI
14.BecTu 6uzHEC

15. cyera

16. pacxoipl

17. npuemieMas rieHa

18. nenoBas cuenka

19. craBka (paxra

20. OpIcTpas mocTaBKa

21. mpenoCcTaBIsATh CKUAKY
22. oTIIauMBaTh BCE PACXOIBI
23. BBICOKO IIEHUTbH

24. ycoBUs OILIATHI

25. yCcIIoBUs JOCTaBKU

26. cBsI3aThCS C KeM-TH00
27. OTIPaBIATH TPY3

28. IpuHUMATH TPY3

29. 1e10BBIE OTHOIIIEHUS

30. pa3memaTh 3aka3

31. TONTOCPOUHBII KOHTPAKT
32. Heme IeHHas! OTIIpaBKa
33. IOCTOSIHHBIN MOKYTATENb
34. coTpyAHHYECTBO

35. moroBapuBaThCs O YeM-ITHO0
36. nmpennoxxenue, opepra
37.3KcrieIuTOop

38. mpocnba

39. marexecnocoOHOCTh

40. huHAHCOBOE COCTOSHUE
41. mpenocTaBiATh HHPOPMALIHIO
42. uCTOYHUK UHPOPMALIUU
43. y3HaBaTh 4TO-TUO0

44, npon3BOAUTEIND

45. pa3melarth pexinamy

46. noxyyaTh HHPOPMALIUIO
47.otrpy3ka (mapTus)

48. KOHKYpEHIUS

CaMbIC BBII'OAHBIC YCJIOBUS OILJIAThI

business relations

to do business
regular buyer

to place an order
prompt delivery
terms of payment

9. offer

10. forwarder

11.to arrange for....
12.long-term contract
13. consignment

14. supplier

15.enquiry

16. competitive

17.to find out

18. request

19.to give information
20. source of information
21. creditworthiness

22. financial standing
23.shipment

24. manufacturer

25. competition

26. reputable company
27.to obtain information
28. consumer

29. advertisement
30.accounts

31.to accept goods
32.to appreciate

33.to quote price
34.freight rate

35.to be interested in....
36.immediate shipment
37.to get in touch with smb.
38.terms of delivery

39. expenses

40. the most favourable terms of payment
41.sole exporter
42.reasonable

43.to grant a discount
44. transaction

45, suitable partner
46.to pay all costs
47.acceptable price
48.1o place an advertisement

ONo Ok W
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49. pa3yMHBII, yMEpEHHBIN 49. associates
50. moaxoAsIuii mapTHEp 50. buyer

4. Translate into English the following sentences:
These phrases will help you:

We would like to know/to find out....
It is essential...

We are looking for....

We are interested in....

To recommend a company

To deliver the goods....

A steady demand.....

A good price...

Wholesalers

Sales

Please quote....

To intend....

Reference

Heavy weights handling

To be consigned to...

1.

Mgl xoTeau OBl Y3HaTb UMCHA M aJIpCCa HAINX INOTCHIHAJIbHBIX ACJIOBLIX IIAPTHC-

pOB.

2.

UYtoObl MONYYUTh HEOOXOAUMYIO HH(POpPMAIUIO, HEOOXOJUMO IMOCTaTh 3amnpoc B

TOPTrOBYIO NAJIATY.

KTo Bam nocraBmuk?

CMOKeT JIi MOCOJIBLCTBO MPEAOCTABUTh HAM HEOOXOUMYI0 HH(POPMAIUIO?
MpbI HilleM TOCTABIIMKOB XOPOIIETO BUHA BO PpaHUINH.

Hac ocobenno nntepecyeT nHdopMaius 0 CKUIKaXx.

Bamy komnaHuio peKOMEHI0BaJId HaM HalllM JIeJI0BbIE TTAPTHEPHI.
Pa3zmectute pexnamy B razere!

[To xakoMy aapecy TOBapbl TOHKHBI OBITH JOCTABJICHBI?

. Kakue ToBapbl Bbl MPOU3BOAUTE HA KCIIOPT?

. Cy1ecTByeT 1 yCTOMYMBBIN CIIPOC HA TaHHBIE TOBAPHI HA BAIIEM PhIHKE?
. XOpOIIIyIO JIU LIEHY MOYHO IMOJYYUTh Ha JAHHBIE MOJAEIIN?

. Ml He1aBHO BBICTAIM BaM KaTajor U MOAPOOHOCTH O LI€HaX.

. KakoBsl ycioBus onnarsi?

. JlaHHOE MMCHhMO HANKMCAaHO MPOU3BOAUTEISIMUA ONITOBUKAM.

. UcTouHuK nHpOpMaLiK, KOTOPYIO BbI MOTYYHIIN, HAXOAUTCA B AHIJIUU.
. O0BeM npoaax BHICOKHUH.

. IIpocum Ha3HAUYUTH UEHBI HA U3/IEIIHS.

. MBI rOTOBBI IPEIOCTABUTH OCOOBIE YCIOBUS HA KPYIHbBIE 3aKa3bl.

. BBl siBNsieTech € AMHCTBEHHBIMU 3KCIIOPTEPAMU JaHHBIX TOBApPOB.

. MBI sBIIIEMCS] IOCTOSIHHBIMY NTOKYTIATEJISIMH.
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22. lleHa nomkHa ObITh Ha3HAUEHA (PpaHKO OOPT 0 AHTJIMMCKOTO MOpTa.

23. MBI CBSDKEMCS C BaMH, KaK TOJIBKO MOJyYUM KaKy0-Tu00 nHGOpMaIUIo.

24. Ham uHTEpeCcHO, CMOKETE JIM Bbl IOMOYb HaM HANTH BBITOJHOTO JEJI0BOIO MapTHE-
pa.

25. Bl npenocTaBuTe HAM CKUAKY?

26. Ilena mpuemiiema.

27. OHU y>e oIJIaTHIIU cueTa’?

28. [IpocuM Bac Ha3HAYUTh HaM KaK MOXHO OBICTpEl caMble HU3KHUE IICHBI.

29. Ecnu nenbl OyayT KOHKYPEHTHOCTIOCOOHBI, MBI HAMEPEHBI Pa3MECTUTh KPYITHBIH 3a-
Ka3 y Bac.

30. Ham npencraBuiii Bac Kak JIMIIO, AaBIIee PEKOMEH IAIIUIO.

31. IlpocuMm opraHu30BaTh MOTPY3Ky KOHTEHHEPOB.

32. HaM TOJIbKO 4TO COOOITHIIN CTAaBKy (paxTa.

33. OHM HaJIe)KHbIE TAPTHEPHI?

34. Ham Hy>Ha JOMOIHUTENIbHASI HH(pOpMaIUg 00 3TOH KOMITaHUU.

35. O0paboTKa TSHKEIOBECOB OTUIAYMBAETCS 3a Balll cueT?

36. JlanHas mapTus rpy3a npeaHazHadeHa Balleil KOMIaHuU.

5. Read and translate the text.
Text 2. TERMS OF DELIVERY (INCOTERMS)

Passing risk — mepexox pucka

To send the goods — ormpaBisaTh rpy3

To bear the costs — Hectu pacxobl

To avoid disagreements — u30erath pasHOTIacHi
Obligation - o6s3aTenscTBO

To cover all costs— OKpBITH BCE pacxoIbl
Title — mpaBo coOCTBEHHOCTH

FAS- ¢panko Broas Gopra

FOB- dpanko 60pT

CFR- ctoumocTs u ppaxt

CIF— ctoumocTs, cTpaxoBKka u ppaxT

When the goods are sent from a Seller to a Buyer each party has to know exactly
which of the costs and risks of transportation he has to bear. In order to avoid disagree-
ments, the Sales Contract usually stipulates one of the thirteen terms of delivery drawn
up by the Chamber of Commerce. These are known as Incoterms (International Com-
mercial Terms). They determine which party is to bear the various costs involved in
transportation and the point at which the risks are to pass from the Seller to the Buyer. It
IS known as the passing risk.

So, Incoterms are used to divide transaction costs and responsibilities between
buyer and seller.
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Under Incoterms 2010 FAS, FOB, CFR, CIF are used for sea and inland water-

ways.

« FAS Free Alongside Ship

“Free Alongside Ship” means that the seller is relieved from responsibility for the goods
when they are placed alongside the vessel (e.g., on a quay or a barge) nominated by the
buyer at the named port of shipment. The risk of loss of or damage to the goods passes
when the goods are alongside the ship, and the buyer bears all costs from that moment
onwards.

« FOB Free On Board

“Free On Board” means that the seller delivers the goods on board the vessel nominated
by the buyer at the named port of shipment. The risk of loss of or damage to the goods
passes when the goods are on board the vessel, and the buyer bears all costs from that
moment onwards.

« CFR Cost and Freight

“Cost and Freight” means that the seller delivers the goods on board the vessel. The risk
of loss of or damage to the goods passes when the goods are on board the vessel. The
seller must pay the costs and freight necessary to bring the goods to the named port of
destination.

« CIF Cost, Insurance and Freight

“Cost, Insurance and Freight” means that the seller delivers the goods on board the ves-
sel. The risk of loss of or damage to the goods passes when the goods are on board the
vessel. The seller must pay the costs and freight necessary to bring the goods to the
named port of destination.

The seller also pays insurance cover against the buyer’s risk of loss of or damage to the
goods during the carriage. The buyer should note that under CIF the seller is required to
obtain insurance only on minimum cover. Should the buyer wish to have more insur-
ance protection, it will need either to agree as much expressly with the seller or to make
its own extra insurance arrangements.

Remark: In 2010 Incoterms were amended. There are 2 changes for the FOB inco-
term: the seller’s responsibility extends until the goods are “on board the vessel” rather
than “past the ship rail” and the seller must arrange for packing the goods rather than
provide the packing.

6. Match the words and phrases:

OTMPABIIATH IPYy3 Buyer’swarehouse
nepeaayda pucka to be interested in....
MIOHECTH BCE PACXOJIBI U PUCKH the most favourable terms
n30eraTh pa3HOTIACUI to pass ship’s rails

IS TOTO 4TOOBI purchase

0053aTeaBCTBO to ship goods

TIaTa 3a MmepeBo3Ky Ipy3a delivery terms

CTpaxoOBKa passing risk

HOPT OTIIPABKU free on board
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HIEpEeNTH Yepes jeep : to supply equipment
JCITUTH PaCXOIbI : consignment

¢dbpanko B10Jb OOpTa : insurance

J0cTaBKa Ha OOPT CyaHa : obligation

J0CTaBKa K mpuJary : competitive

CTOMMOCTb, CTPaxOBaHUe U HpaxT |. to bear all costs and risks
dpaHKo OOpT : to quote price

MOPT Ha3HAYCHUS : in order to

CKJIaJ] TIOKYTIaTeIIsI : the lowest price

YCIIOBHS JIOCTaBKU : charge for carrying goods
(bpaHKo 3aBOJ : Ex works
HHTEPECOBATHCS YEM-JIH0O : to calculate costs
Ha3HAYaTh [EHY : free alongside the ship
caMmasi Hu3Kas I1eHa . cost, insurance and freight
cambI€ BBITO/IHBIC YCIIOBHS : port of shipment
3aKyTiKa : to get in touch with smb.
CBSI3aThCS C KEM-TTH00 : to avoid disagreements
MOCTaBJIATH 000PYI0BaHNE : port of destination
KOHKYPEHTHOCIIOCOOHBI : to share costs
MOJICUUTATH PACXOIBI : delivered ex ship

napTus rpysa : delivered ex quay

7. Comprehention test

1. In order to avoid disagreements, the Sales Contract usually ...

a) stipulates one of the 11 Incoterms; b) changes terms of payment; c) cancels all for-
malities.

2. The point at which the costs and risks are to pass from the Seller to the Buyer is
known as ...

a) passing costs; b) passing risks; c) delivering risks.

3. Ex works represents maximum obligation for the ...

a) Buyer; b) Seller; c) Carrier

4. The Seller pays for transportation of the goods on the quay at the port of shipment
under ....

a) FOB; b) CIF; c) FAS

5.The Buyer pays for insurance, unloading, and for transportation of the goods from the
port of .... to his warehouse under CFR.

a) shipment; b)destination; c)call

6.The Buyer only has to pay for transportation of the goods from the port of destination
to his warehouse under ....

a) DAT; b) FAS; c) CIF

7. The passing risk is the same under FOB, CFR and....

a) FAS; b) DES; c¢) CIF
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8.The passing risk occurs when the goods have been loaded on board at the port of
shipment under....

a)EXW; b) FOB; c) FAS

9.Incoterms are terms of....

a)payment; b) transportation; c) delivery

10.... can be used for all forms of transport.

a)EXW; b)FAS; c)FOB

11.Goods are sent from the.....

a)port of shipment; b) port of destination; c) port of call

12.The idea of insurance is to obtain ... in case of damage or loss.
a)information; b) official document; ¢) indemnity

13.Goods are delivered to the....

a)port of shipment; b) port of destination; c) port of call

14.The charge made for carrying the goods on the ship is ....
a)transportation costs; b) freight costs; c) carrying costs.

15. Incoterms are adopted by the....

a)Maritime Arbitration; b) IMO; ¢) Chamber of Commerce

8. Vocabulary revision.Translate the following sentences:

1. Kak npaBuiio, 10roBOp O MpoJia’ke€ OroBapuBaEeT OAHO U3 OJWHHAIUATH YCIOBHM 10-
CTaBKH.

2. Kaxoe ycnoBue npeacTaBisseT MaKCUMalbHOE 0043aTeIbLCTBO ISl MOKyHaTess?

3. IlokynaTenpb JOJIKEH HOKPBITh BCE PAacX0/ibl U B3STh Ha C€Osl BCE PUCKH IO JTOCTaBKE
rpy3a Ha CKJIAJIbI.

4. Ilpopasen IUIATHUT 3a TPAHCIIOPTUPOBKY I'Py3a B IMOPT OTIIPABKH.

5. Ilepenada pucka MpOUCXOANT, KOI/Ia IPY3 YXKE JOCTABIIEH HA IIpUYall.

6. [Ipn KakOM yCJIOBHM MPOAABEL ¥ MOKYIATEIb JEJIST PaCX0bl?

7. Bbl 1OJIKHBI OBUTH OTUIATUTH CTPAXOBKY U (PpaxT.

8. KTo ormmaumBaeT 10CTaBKy Ipy3a 10 TPAHULBI?

9. IlokynaTenps AOJDKEH TONBKO OIUIATUTH MOIUIAHY.

10. 5 BeICBUIaO BaM BCIO HEOOXOAMMYIO MH(OPMAIMIO [0 YCIOBUAM TPAHCIIOPTUPOBKHU
rpysa.

11. MBI peaJIoxKUIM BaM OYEHb BBITOJHBIE YCIOBUSI TOCTABKH.

12. I'py3sl nocraBisroTesa Ha yenoBusx @Ob 10 aHTmiickoro nopra.

13. Ilepenaua pricka NIpOUCXOINT, KO /1A IPy3 MEPELIEN YEPES JIEEP B MTOPTY OTTPY3KH.
14.]laHHbIE MTHKOTEPMC IPUMEHUMBI TSI MOPCKHX TTEPEBO30K.

15.IlokynaTens OpraHu3yeT U OIUIAYMBAET TPAHCIIOPTUPOBKY U CTPAXOBKY.

9. Read and translate the text:
Text 3. TERMS OF PAYMENT

There are 4 basic terms of payment in foreign trade.
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1)  payment in advance (down payment)

2)  payment by means of L/C

3)  payment against documents D/P

4)  payment after delivery (cash against documents)

Payment in advance is usually effected by a mail or telegraphic transfer from the
buyer’s account to the seller’s banking account.

a) In the export trade payment in advance is the most favourable for the seller
because the risk of non-payment for the goods is totally excluded. But payment in ad-
vance is not too frequent in foreign trade because the buyers are generally unwilling to
pay for the goods before they can lay hands on them. If they agree to it they insist on a
special discount on the price.

b)  In the import trade on the other hand payment in advance is the least advan-
tageous of all terms of payment because it is a credit transaction with all its risks.

A letter of credit — L/C

Is the most current and one of the best means of payment. The buyer instructs his
bank to open an account with a bank in the seller’s favour. The seller may draw it
against presentation of certain documents stated in the L/C — called shipping documents.
The L/C is opened for a fixed sum and its validity may be extended. Irrevocable L/C
means that it cannot be recalled before the date of expiry...

In foreign trade payments are usually made by irrevocable L/C against shipping
documents. There are 2 kinds of L/C:

a) personal L/C is available against the signature of the owner and against
presentation of his passport or identity card. It is used mostly by travellers.

b) documentary L/C is called so because it is available against presentation of
shipping documents.

D/A — Documents against Acceptance, the buyer receives the documents after his
accepting a Bill of exchange drawn on him for the price, at a given period may be 30,
60, or even 90 days.

D/P — documents against payment means cash against documents. The specified
documents with a copy of the invoice are handed over to the buyer on payment of the
full price in cash.

10. Read and translate the text:
Text 4. EXPORT DOCUMENTS

Some of the most essential transport documents are Bill of Lading, Commercial
Invoice, Customs Invoice, Certificate of Origin.

A Bill of Lading serves a number of purposes:

- it is an evidence that the shipping line has received the goods;

- it is an evidence of the contract between the Shipper and the Shipping Line;

- it is a shipping line’s promise to hand over the goods to the Holder of the B/L;

- it is a document of title.
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A bill of lading can be negotiable which means it can be transferred to a third party
provided it is endorsed.

The Commercial Invoice is the Seller’s formal request for payment. It serves the
following purposes:

« it is a record of the transaction between the Seller and the Buyer;

« it is the basis on which the customs authorities assess how much duty is to be
paid,;

« it is used to confirm the value of the goods for insurance purposes.

Some countries may require the exporter to provide a customs invoice. It requires
additional information such as the domestic value and export price of the goods.

The Certificate of Origin is issued by the Chamber of Commerce as a proof of
where the goods were produced.

There are two reasons why a certificate of origin is necessary:

. if there is a trade agreement between the exporting and importing countries;

« for political reasons, to prove that the importers aren’t importing goods from the
countries with which trading relations are not desired.

11. Grammar test
1. We ..... goods from India.
a) are importing; b) are imported; c) are import.
2. How and when are the goods ....to Canada?
a) to send; b) to be send; c) to be sent.
3. The invoice .....on the reverse side to confirm origin of the goods.
a) has stamped; b) are stamped; c) has been stamped.
4. The Buyer .....a quotation.
a) has been requested; b) has requested; c) request.
5. This paper .....to confirm the value of the goods.
a) is used; b) is using; c) have been used.
6. How much duty.....?
a) are paid; b) is to be paid; c) has paid.
7. Goods ....in standard-sized containers.
a. were packed; b) was packed; c) has been packed.
8. Thiskind of B\L......
a) can be negotiate; b) can be negotiated; ¢) can be negotiating.
9. Banks usually ....order Bills of lading.
a) accepts; b) is accept; c) accept.
10.Ship .....today.
a) are delayed; b) have been delayed; c) has been delayed.
11.Which transport .... this Bill of Lading cover?
a) does; b) do; c) is.
12.1f the Bill of Lading ... dirty the Consignee may refuse to take delivery of the
goods.
a) is; b) was; c) will be.
13.The Bill of Lading ....to the third party.
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a) transferred; b) will transfer; c) will be transferred.
14.The ship ....probably ....at the port of destination on the 1% of September.
a) are.....arriving; b) will...arrive; ¢) was...arrived.
15.0nce the goods ....to the port the authority signs the shipping note.
a) have been delivered; b) has been delivered; c) were delivered.
16.The shipping note .....the port authorities with information about the goods to be
transported.
a) provide; b) is provided; c) provides.
17.He has to prove that the goods ....to the port.
a) have been delivered; b) was delivered; c) were delivering.
18.A dirty Bill of Lading .....as an unclean.
a) knows; b) are known; c) is known.
19.These containers .....by the customs authorities.
a) was not inspected; b) were not inspected; ¢) were not inspecting.
20.0Original 3 .....“For Shipper”.
a) is marked; b) marked; c) is marking.
21.The Agent .....a pro forma invoice in order to be able to fix his own prices.
a) need; b) will need; c) will be need.
22.0ur trading relations......
a) don’t desire; b) didn’t desire; ) are not desired.

12. Read and translate the text:

Text 5. CARGO CLAIMS

In marine practice claims may arise in connection with short delivery of goods or
damage to cargo, non-payment of money or non-fulfilment of some clauses of contracts,
a wrong calculation or a faulty charging of some expenses, and in connection with many
other matters.

To settle disputes between Shippers or Charterers on the first part and Shipowners
on the second part, a special Maritime Arbitration Commission has been established at
the All-Union Chamber of Commerce & Industry. This Commission decides disputes
with regard to charter parties, contracts of carriage and marine insurance, arbitration
agreements for cases of collision and salvage contracts.

Whenever claims are made against the ship, the master should be careful to see if
there are any clauses in the Charter Party or Bill of Lading exempting the vessel from
such liabilities. If any legitimate claims arise, it is always advisable, if possible, to settle
them before the ship leaves the port.

To avoid claims about loss or damage to goods, shipmasters should observe the
terms and conditions of the contract of carriage. Of course, damage to goods may some-
times result from causes which are beyond the carrier's control: a ship may meet with
casualty and both the ship and the cargo sustain damage or loss. Under all the circum-
stances the master of a ship must bear in mind the juridical side of the question and ful-
fil the necessary formalities which are required of him.
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In every case of an evident or suspected damage to goods during the voyage, the
shipmaster is to note a Sea Protest. He is to note a Sea Protest within 24 hours of arrival
and before breaking bulk. The protest is made before a notary public or the consul, or
before a magistrate or other local authority. The sworn testimony of the master and oth-
er witnesses must be substantiated by the entries in the log book. For this purpose ex-
tracts from the log book should be taken and produced. As a rule, the harbour master
makes an official announcement for the information of all concerned about the protest
declared.

So, a sea protest protects the Charterer or Shipowner from claims of damage
caused by the perils of the sea.

After the protest has been noted, the shipmaster is to invite a Surveyor to hold a
survey on hatches. The shipmaster must also acquaint the Receivers of the cargo with
this fact so that they may also appoint a Surveyor if they wish. The Receivers must be
notified by the master in writing. The hatches then should be opened in the presence of
a Surveyor to prove that they had been properly battened down and covered before the
voyage. This is very important as the ship is cleared from responsibility for the damage
If the Surveyor's Report states that the hatches were properly covered and secured and
the cargo was properly dunnaged and stowed. A copy of the Surveyor's Report should
be retained on the ship for further reference.

13. Read, translate and analyse business letters:
Vocabulary:

high precision machinery - BeicokoTOuHOE 000pyIOBaHNE
printedcottoncloth- nabuBHas xomyaroOymMaskHasi TKaHb
unripe - He3peJbIit

shelly - B 00010uKe, HCOUHUIIIEHHBIH OT 000IOYKH
weevVily - u3beneHHbIN KydKaMu

ENQUIRY
London, October 10, 20...
SuperFurniture Ltd.
19 Bee Rd
Manchester
UK

Dear Sirs

We have seen your advertisement in the July edition of “Furniture & Office
Equipment” and it interested us greatly.

Our bank is opening new branches in Manchester and Leeds and we will require
office furniture and equipment urgently.

We are inclined to place a considerable order with your company and therefore
would expect a quantity discount off list prices, and our terms of payment are normally
payment for collection or as a special concession on our part by Letter of Credit.

We shall appreciate it if you will send us your brochures, prospectuses and cata-
logues in duplicate.
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We hope to hear from you soon.

Yours faithfully

E Lacombe

ENQUIRY
Moscow, November 15, 20...

Fish & Fish Products Ltd.
15 Cornflower St.
Leeds
Great Britain

Dear Sirs

We represent a chain of restaurants and cafeterias in Russia and are looking for a
company engaged in the export of fish and fish products. The Chamber of Commerce of
Russia has informed us of your address.

We are interested in tinned fish for shipment in equal lots at regular intervals dur-
ing the next five months. We are ready to pay 50% by an irrevocable Letter of Credit.

We should be obliged to you if you would send us an offer for these goods stating
the price of each item separately.

Your early reply will be very much appreciated.

Yours faithfully

A Smirnov

ENQUIRY
Moscow, July 10, 20...
SuperEquipment Ltd.
11 North St.
Leeds
UK

Dear Sirs

We know that you are the sole manufacturers of high precision machinery'in Great
Britain and we would like you to send us an offer in accordance with the specification
and technical conditions enclosed, stating:

1. The lowest price.

2. The time of delivery.

3. The terms of shipment.

4. The overall dimensions and weight.

5. The number of cases necessary for packing the machine-tools.

6. The cost of packing for sea transportation.

The machines should be delivered complete with all essential accessories and tools
together with manuals in English and Russian for service and maintenance.

We also request you to send us a list of spare and rapidly wearing out parts itemiz-
ing the price.

We should appreciate it if you would enclose a list of firms to whom you have
supplied Machine-tools similar to those required by us. Your offer should reach us by
the 20th March at the latest.
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Yours faithfully
N Sokolov

AN ANSWER TO ENQUIRY
Leeds, July 15, 20...
AO Machinoimport
Kaluzskaya St., 8
Moscow, Russia

Dear Sirs

We thank you for your enquiry for High Precision Machinery of the 10" July.

To our regret this equipment is not available for sale at present as it is undergoing
final service tests. We hope that the results of the tests will have been summarized by
the end of the year. We shall not fail to revert to your enquiry as soon as the Test Certif-
icate is issued.

Yours faithfully

M Doubtfire

Sales Manager

OFFER
London, 28th November 20...
United Textiles Inc.
55 Broad Street
New York 15, NY
USA

Dear Sirs

We thank you for your enquiry dated November 25th for Textiles of our manufac-
ture.

We offer you printed cotton clothequal to any sample you might select. Besides,
should you so desire, you can buy different kinds of woolen textiles, produced at our
factory in Manchester.

As for prices as well as terms and conditions you will find them stated herein.

QUANTITY: up to 20,000 m of any fabric.

QUALITY: equal to sample, in full accordance with government safety standards.

PRICES: as per Price-List No. 3a enclosed herewith.

DISCOUNTS: if the quantity is over 20,000 m, the price is subject to 5 per cent
discount. Further discounts are granted subject to special agreement.

TERMS OF PAYMENT: 5 per cent in advance; 60 per cent by a Letter of Credit;
the balance of 35 per cent by drafts.

TERMS OF DELIVERY: within 4 weeks of the acceptance.

All other terms and conditions are stated in the enclosed copy of the General Con-
ditions which form an integral part of our sales contracts. This offer is subject to the
goods being unsold upon receipt of your reply.

We hope to hear from you soon. Please, acknowledge receipt.

Yours faithfully
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John Wright
Sales Manager

OFFER
August 14, 20...
15 High Street
Glasgow
Scotland

Dear Sirs

We acknowledge receipt of your enquiry of August 8. Please, accept our apologies
for the delay in sending a reply to your letter as we were so overloaded with orders from
most of our regular customers that we failed to keep pace with the demand.

Now we face a problem of overstocking as two weeks ago we were suddenly
flooded with urgent last-minute orders. We must ask you, therefore, to give the enclosed
special price-list your immediate attention. To encourage all customers to lay in a good
stock we are prepared to offer a trade discount of 4 per cent. All orders over $500 re-
ceived before 1st September are subject to the discount in question.

Faithfully yours

ORDER
8 August, 20...
Petersen A.S.
Glostrupgade 154
Copenhagen S

Dear Sirs

We thank you for your kind letter of July 26 which had our closest attention. En-
closed please find our order No.6B for 4 Stadium Clocks, Model K-38, Price ... USD
per unit.

We would like to stress that this is our trial order which would be followed by an
order for another 8-10 clocks if the first consignment meets our requirements.

Delivery should be effected as early as possible, but take place before September 1.
Payment is to be made by an irrevocable letter of credit to be opened with the Metropol-
itan Merchant Bank Ltd., Overseas Branch, London within ten days of receipt of your
advice of readiness of the goods for shipment. Import Licence # 208579 has already
been obtained. We are looking forward to your early confirmation.

Yours faithfully

S. Smith

Encl.

ORDER CONFIRMATION
7 Nov 20...
K.Monk & Co., Ltd.
Birmingham BI12 OBY
England
38



Dear Sirs
Your Order N0.78969-6

We thank you for your order dated October 28 for Gardening Tools enumerated in
Enclosure 1.

We confirm that we have the listed items available in stock and we guarantee de-
livery to London before November 30.

The goods will be dispatched as soon as we receive instructions. We will immedi-
ately inform you of the date of shipment.

We are looking forward to an early reply.

Faithfully yours

K.Monk

Encl.

12.02.20... r.

LETTER 1(Claim for inferiority to sample)

April 23, 20...
Export Division
Inter Coffee, Inc.
1677 Sea Harbor Drive
Orlando, Florida 35509
USA

Gentlemen:

Contract No 345

We have examined the consignment of Coffee shipped by m/v Victoria against
Contract no. 345 and in accordance with the terms and conditions of the contract we
find that the Goods are inferior to the sample on the basis of which the contract was
concluded.

After a thorough examination of the Coffee we have to make the following claim
on you. We believe that 5,000 bags of Coffee shipped by m/v Victoria sold to us as San-
tos Coffee New York Type No.2 contain excessive quantity of unripe, shelly, broken,
weevily®and defective beans and correspond to Santos Coffee New York Type No. 3/4.

We are therefore claiming from you the amount of $ 7,200 being the price diver-
gence between Santos New York Type 2 and Santos New York Type 3/4 of $36.20 per
50 kilos on 5,000 bags weighing 300 metric tonnes.

Please inform us if you agree to grant us this allowance.

Yours sincerely

Susan Kohen

Managing Director

LETTER 2 (Reply to Claim)
April 10, 20...
Ms Susan Kohen
Welsh Trading Company, Ltd
56 West Road
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Cardiff
CF4 2FT
Dear Sirs
Contract No 345

We acknowledge receipt of the letter of April 8, 20... claiming an allowance of
1.20 dollars per kilo on 5,000 bags of Coffee shipped by m/v Victoria.

We have carefully examined the samples from this consignment and offer you,
without prejudice, an allowance of 75 US cents per 50 kilos in full settlement of your
claim.

Failing your acceptance of this offer, the claim will be submitted to arbitration.

Yours sincerely

George Wollen

Sales Manager

LETTER 3 (Claim for missing goods)
May 15, 20...
Kitchen-Ware Supplies, Ltd.
Cotton Road
Exeter
England EX4 9DT
Dear Sirs
Order No 153

We refer to our order (No 153) for China-Ware. Our agent took delivery of the

consignment in accordance with the instructions contained in your advice of despatch.

Unfortunately, only 1800 cups were despatched. The 2000 saucers, packed sepa-
rately according to our instructions, arrived in good order and condition. However, they

are not much use to us without the missing 200 cups.

There is a clear discrepancy between the packing lists which arrived and your in-
voice. Whether there has been pilferage or not is a matter for the Lloyd’s agent, who is

investigating the matter at the moment.

We must ask you to arrange for the despatch of replacements for the missing cups

at once, as we must meet the delivery time agreed upon with our own customers.
Yours sincerely
Robert Leclerc

LETTER 4 (Reply to Claim)

May 16, 20...
Mr Lecrerc
Lournier, SA
Rue de Rivoli
Paris

Dear Sirs

Order No 153
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We have received your letter of September 4, 20... concerning the above-
mentioned order. We regret that you did not receive the whole consignment of China
Ware.

Our Forwarding Agents have informed us that the crates (Nos. 15-17) were left be-
hind at the warehouse of the Port of London. They are arranging for the despatch of the
three crates short-shipped on board the m/v Catherine which is to arrive in Marseilles
on May 18, 20....

We apologize for the inconvenience caused by this short-shipment which was due
to circumstances beyond our control. We will contact our Forwarding Agents and the
port authorities to prevent delays occurring in this way in future.

Yours sincerely

Michael Brown

Managing Director

UNIT 4
MANAGEMENT. FUNCTIONS AND LEVELS

1. Read the text and find answers to the questions.
Text 1. DEFINITION OF MANAGEMENT. ITS NATURE AND PURPOSE

We define management as the process of designing and maintaining an environ-
ment in which individuals working together in groups, accomplish efficiently selected
aims. This basic definition needs to be expanded.

1. As managers, people carry out the managerial functions of planning, organizing,
staffing, leading and controlling.

2. Management applies to any kind of organization.

3. It applies to managers at all organizational levels. Management applies to small
and large organisations, to profit and not-for-profitenterprises, to manufacturing as well
as service industries.

The term «enterprisex» refers to business, government agencies, hospitals, universi-
ties, and other organizations. Effective managing is the concern of the corporation pres-
ident, the hospital administrator, the government first line supervisor and the like.

Managers are charged with responsibility of taking actions that will make it possi-
ble for individuals to make their best contributions to group objectives.

The scope of authority held may vary and the types of problems dealt with may be
considerably different. But all managers obtain results by establishing an environment
for effective group endeavour.Top-level managers spend more time on planning and or-
ganising than lower-level managers,

Leading takes a great deal of time for first-line supervisors.

The aim of all managers.

In a very real sense, in all kinds of organizations, whether business or nonbusiness,
the logical and most desirable aim of all managers should be asurplus — managers must
establish an environment in which people can accomplish group goals with the least
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amount of time, money, materials and personal dissatisfaction, or where they can
achieve as much as possible of a desired goal with available resources. In a nonbusiness
enterprise, such as a police department or hospital, that is not responsible for total busi-
ness profits, managers still have goals and should strive to accomplish as much as pos-
sible with available resources.

. How is management defined?

. What kind of process is it?

. How can this definition be expanded?

. What kinds of organisations does management apply to?

. What does the term «enterprise» refer to?

. What is the main responsibility of managers?

. What types of problems do they deal with?

. What is their scope of authority?

. How can managers obtain good results?

10. How do managerial functions differ on different levels of management?

11. What is the most desirable aim of all managers?

12. What should they do to achieve this aim?

13. How should they strive to accomplish their goals?

14. What is a nonbusiness (not for profit) enterprise?

15. How should managers at nonbusiness enterprise accomplish their goals?
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2. Read the text and decide which of the following comments you would expect the
writer to agree with. Use the text to support your answers.

Text 2. THE COMPONENTS OF MANAGEMENT

The basic management components are planning, organizing, coordinating, staff-
ing, directing, controlling, and evaluating. Each component defines what a manager
must be able to do. In practice, the components are interrelated.

Planning

The planning process begins with top managers, who must create broad organiza-
tional goals to help managers and employees focus on what the property is trying to ac-
complish. Top and middle managers then create specific objectives that become the re-
sponsibility of various departments.

Daily activities require a third level of planning, Plans must also be generated for ;
special events, new training programs, and other activities. Supervisors are responsible
for much of this type of planning.

Effective planning incorporates the following principles:

e Goals must be established before plans can be developed.

e You must regularly set aside time to plan.

e You should be allowed to contribute to plans that affect your work. In turn, you
should allow your employees to contribute to plans that affect their jobs.

e You should be flexible when planning. You should recognize that situations change

and that other plans must be considered.
42



e Plans must be implemented.

Organizing

Organizing involves establishing the flow of authority and communication be-
tween people and organizational levels.

General organizing principles and responsibilities include the following:
e Authority should flow in an unbroken line from the top to the bottom of the organiza-
tion.
e Each employee should have only one supervisor.
e Relationships between departments in the organization must be considered when
managers organize.

Coordinating

You must be able to coordinate the efforts of your employees through good plan-
ning and effective organization. Principles of coordinating include the following:
e Supervisors must have the authority to enforce assignments, commands, and deci-
sions.
e Not only must you coordinate your resources and employees to complete your as-
signed tasks, you must also do your part to help coordinate the efforts of the organiza-
tion as a whole.

Staffing

Staffing involves recruiting applicants and hiring those best qualified. In small op-
erations, a manager or supervisor might recruit and hire applicants. In large properties,
recruiting is frequently performed by a human resources (personnel) department, al-
though line managers still are involved in interviewing and make the hiring decisions.
All properties use basic principles of staffing such as the following:
o Personal qualities needed to adequately perform job tasks must be considered. These
are recorded in job specifications.
e Job application forms should be used to collect information about applicants. Tests
can be used to assess the abilities of applicants. Preliminary interviews and reference
checks will also help eliminate unqualified applicants.
e Employee orientation, training, and evaluation programs should be developed and
implemented.

Directing

Directing includes all the activities necessary to oversee, motivate, train, evaluate,
and discipline employees. Directing incorporates the following principles.
e The number of employees each supervisor directs should be carefully determined.
There is no formula for calculating the optimum number of employees for each supervi-
sor. The right number of employees depends on many variables, including the supervi-
sor's experience, complexity of the work, and frequency with which problems are likely
to occur. No supervisor should be given more people than he/she can handle.
e Employees must know what they are expected to do.
e Delegation — the act of giving formal organizational authority to an employee — is a
directing technique.
¢ Directing includes motivating your employees.
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Keep in mind that your attitude affects employee attitudes and performances,
e Don't relate to all employees the same way.
Your leadership style should vary according to employee needs.
¢ [t's important to gain employee cooperation. You should treat them fairly and honest-
ly.
e Solicit employee ideas and, whenever possible, use them.
e Show your appreciation to employees who perform their jobs well.
Controlling
Controlling helps to ensure that you are attaining your objectives. The control pro-
cess begins with establishing performance standards, continues with assessing actual
performance, and then involves making a comparison between performance standards
and actual performance to determine whether — and to what extent — corrective action
Is necessary. Control is based on several principles:
e Operating budgets are the most important control tools.
e Preventive controls are more effective than controls imposed after things go wrong.
Evaluating
Evaluating means looking at how well you and your employees achieved your ob-
jectives. Evaluating principles include the following:
e Time to evaluate must be set aside regularly.
¢ Input from guests and others outside the property is useful in the evaluation process.

3. Discuss the following questions.

1. Planning is looking ahead, and control is looking back. Comment.

2. If planning involves a rational approach to selected goals, how can goals or objec-
tives be a type of plan?

3. Since people must occupy organization positions, and since an effective organization
depends on people, it is often said that the best organization arises when a manager
hires good people and lets them do a job in their own way. Comment,

4. List and evaluate external factors affecting staffing. Which ones are most critical to-
day? Explain.

5. The «assessment center» is a technique for selecting and promotingl managers. The
candidates take various psychological tests, engage in management games, participate in
a leaderless group discussion of some problem and are observed by their evaluators who
also interview them from time to time.

6. Would you like to participate in such a center? Why, or why not?

7. Performing the function of evaluating, how would you measure the productivity of
managers and other knowledge workers?

4. Read the text and decide what new information you can find in the text.

Text 3. THE FUNCTIONS OF MANAGEMENT

bridges a gap - npokIaasIBaTh MOCT, 3/1. SIBJISIETCS CBSI3YIOIIUM 3BEHOM
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much like the parts actors fill in a drama - oueHb MOX0XHe Ha TS POJIH, KOTOPBIE aKTEPhI
UCIIOJIHSIOT B CEpUAJIe

an intentional structure - 3. 3anporpaMMmupoBaHHast CTPYKTYpa OpraHu3anun

making structures fit situations - moArOHATH CTPYKTYPY NOJ KOHKPETHBIE YCIOBUS pa-
OOTHI

people tend to follow those who offer a means of satisfying their own needs - mronu
CKJIOHHBI CJIEIOBATh 33 T€MH, KTO MPEIAraeT UM CPEICTBA ISl yAOBJIETBOPECHUS UX
MOTPeOHOCTEH

It measures performance against goals and plans. - oH (kOHTpoJIb) copa3MepsieT
WCTIOJIHEHUE C LEISIMU U TJITAaHAMU

if deviations persist - eciii OTKIIOHEHHS ITPOIOIKAIOTCS

It means locating the persons who are responsible for results - 3To o3HauaeT HaiiTH Tex,
KTO OTBEYAET 3a PE3yJbTarT ... (OTBETCTBEHHBIX JIFOJICH).

The main functions are planning, organising, staiffing, leading and controlling.

PLANNING AND ORGANISING

Planning involves selecting objectives and the actions to achieve them, it requires
decision making. Decision making is choosing future courses of action from among al-
ternatives. No real plan exists until a decision has been made. Before a decision is
made, all we have is a planning study, an analysis, or proposal, but not a real plan.

Planning bridges a gap from where we are to where we want to be in a desired fu-
ture. It strongly implies not only the introduction of new things; but also sensible and
workable implementation.

There is no more important and basic element in establishing an environment for
performance than enabling people to know their purposes and objectives, the tasks to be
performed, and the guidelines to be followed in performing them. If group effort is to be
effective, people must know what they are expected to accomplish.

Organising. People working together in groups to achieve some goals must have
roles to play, much like the parts actors fill in a drama. The concept of a role implies
that what people do has a definite purpose or objective; they know how their job objec-
tive fits into group effort, and they have the necessary authority, tools and information
to accomplish the task.

Organising is that part of managing that involves establishing an intentional struc-
ture of roles for people to fill in an organisation. It is intentional in the sense of making
sure that all the tasks necessary to accomplish goals are assigned to people who can do
them best. The purpose of an organisation structure is to help in creating an environ-
ment for human performance.

To design an effective organisation structure is not an easy managerial task. Many
problems are involved in making structures fit situations, including both defining the
kind of jobs that must be done and finding the people to do them.

STAFFING, LEADING AND, CONTROLLING

Staffing involves filling and keeping filled the positions in the organization struc-
ture. This is done by defining work-forcerequirements, inventorying the people availa-
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ble, recruiting, selecting, placing, promoting, planning the career, compensating and
training.

Leading is influencing people so that they will contribute to organisation and
group goals; it has to do with the interpersonal aspect of managing. All managers would
agree that their most important problems arise from people — their desires and atti-
tudes, their behaviour as individuals and in groups. Effective managers also need to be
effective leaders. Since leadership implies followership and people tend to follow those
who offer a means of satisfying their own needs,wishes and desires, it is understandable
that leading involves motivation, leadership styles and approaches, and communication.

Controlling is the measuring and correcting of activities of subordinates to ensure
that events conform to plans. It measures performance against goals and plans, shows
where negative deviations exist and by correcting deviations helps ensure accomplish-
ment of plans. Although planning must precede controlling, plans are not self-
achieving.The plan guides managers in the use of resources to accomplish specific
goals. Then activities are checked to determine whether they conform to plans.

Control activities generally relate to the measurement of achievement. Each means
of controlling shows whether plans are working out. If deviations persist correction is
indicated. But what is corrected? Activities, through persons.

Nothing can be done unless one knows who is responsible for these functions.
Making events to conform to plans means locating the persons who are responsible for
results that differ from planned action and then taking the necessary steps to improve
performance. Thus, outcomes are controlled by controlling what people do.

. Answer these questions.
. How is staffing defined?
. What is to be done to perform staffing effectively?
. How should leading influence people?
. What aspect of managing is it?
. What do the most important problems of managing arise from?
. What does leadership imply?
. What does leading involve?
. What is controlling?
. Why is it important?
10. Why is it necessary to check the activities of subordinates?
11. What does each means of controlling show?
12. How can deviations be corrected?
13. What does it mean to make events to conform to plans?
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6. This text summarizes some of Peter Drucker's views on management. As you
read about his description of the work of a manager, decide whether the five dif-
ferent functions he mentions require the four qualities you selected in your discus-
sion, or others you did not choose.
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Text 4. WHAT IS MANAGEMENT?
(Peter Drucker: An Introductory View of Management)

Peter Drucker, the well-knownAmerican business professor and consultant, sug-
gests that the work of a manager can be divided into planning (setting objectives), or-
ganizing, integrating (motivating and communicating), measuring, and developing peo-
ple.

oFirst of all, managers (especially senior managers such as company chairmen -
and women - and directors) set objectives, and decide how their organization can
achieve them. This involves developing strategies, plans and precise tactics, and allocat-
ing resources of people and money.

eSecondly, managers organize. They analyse and classify the activities of the or-
ganization and the relations among them. They divide the work into manageable activi-
ties and then into individual jobs. They select people to manage these units and perform
the jobs.

eThirdly, managers practise the social skills of motivation and communication.
They also have to communicate objectives to the people responsible for attaining them.
They have to make the people who are responsible for performing individual jobs form
teams. They make decisions about pay and promotion. As well as organizing and super-
vising the work of their subordinates, they have to work with people in other areas and
functions.

eFourthly, managers have to measure the performance of their staff, to see whether
the objectives set for the organization as a whole and for each individual member of it
are being achieved.

e astly, managers develop people - both their subordinates and themselves. Obvi-
ously, objectives occasionally have to be modified or changed. It is generally the job of
a company's top managers to consider the needs of the future, and to take responsibility
for innovation, without which any organization can only expect a limited life. Top man-
agers also have to manage a business's relations with customers, suppliers, distributors,
bankers, investors, neighbouring communities, public authorities, and so on, as well as
deal with any major crises which arise. Top managers are appointed and supervised and
advised (and dismissed) by a company's board of directors.

Although the tasks of a manager can be analysed and classified in this fashion,
management is not entirely scientific. It is a human skill. Business professors obviously
believe that intuition and 'instinct' are not enough; there are management skills that have
to be learnt. Drucker, for example, wrote nearly 30 years ago that 'Altogether this entire
book is based on the proposition that the days of the "intuitive™ manager are numbered,’
meaning that they were coming to an end. But some people are clearly good at man-
agement, and others are not. Some people will be unable to put management techniques
into practice. Others will have lots of technique, but few good ideas. Outstanding man-
agers are rather rare.

7. Answer these questions.
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. What management functions are described in the text?

. How is planning defined?

. What activities does the organizing function involve?

. What does Peter Drucker mean by the integrating function?

. What does measuring mean?

. What is the final function according to Peter Drucker?

. What is the main job of a company's top manager?

. Why can you say that management is a science?

. What arguments does the author give to prove that management is an art.?
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Text 5. MATRIX MANAGEMENT

The Oxford English Dictionary defines «matrix» as: «A situation or surrounding
substance within which something else originates, develops or is containedy. In the case
of matrix management, theproject team is the «situation...within which something origi-
nates or develops». Matrix management is the process of taking staff from different de-
partments to work as a team to deliver a product or a service. Under this system, the or-
ganization of management is different to that in a moreconventional, functional struc-
ture. In a functional management structure, the sales executive reports to the sales man-
ager, who reports to the sales director and so on- i.e. everyone has just one boss. With
the matrix approach, an employee would still work within his/her department, but may
also have a role within a project team. The various team members are brought together
for a specific project, and may not work together again.

Strengths of matrix management

Each project brings together people with different skills and is not reliant on a stat-
icstaffing resource. Thisenables teams to be developed quickly, with the necessary skills
to deliver the service or product.

Individuals have access to wider opportunities, increasing motivation, recognition
and career development. Employees can drive their career forward without being caught
In one business area. Projects are short and diverse, and large achievements are possible.
For example, involvement in a team responsible for a successful new product launch
may help enormously in a person'sself-confidenceand career.

Weaknesses of matrix management
e The main weakness is the potential for conflicts of interest — between either the pro-
ject team member or the project manager, or between the departments within the busi-
ness. For instance a marketing manager may lack motivation towards a project dominat-
ed by IT staff.

e Business areas (such as the marketing department) and different project teams may
all want the same well-reputedstaff. The project with the highestpriority will gain that
resource, but this might weaker the departments or projects that lose out.

Conclusion

The key to success is that projects should be delivered to budget, on time and with
quality — and often exceeding the customer's expectations. Without matrix manage-
ment it would be difficult to be dynamic enough to meet the market place demand for
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changing skills and to keep pace with theever-changing requirements of our customers.
It might also be difficult to meet staff demands for interesting and challenging tasks. To
keep ahead of our competitors, many companies utilize matrix management to change
and evolve to meet customer's requirements. This can provide a complete solution call-
ing upon all the experience of the firm across many different business areas and bring-
Ing these experiences together for a set period of time.

8. Read the text again and choose the best answer or ending to the following ques-
tions or statements:

1. According to the text, matrix management

a) is a conventional organization of a project team;

b) brings together people with the required skills from various business areas to fulfill
the project;

c) supports one of the main principles of management, i.e. each employee should have
only one boss.

2. What is NOT true about matrix .management?

a) Various team members may not work again after completing the project.

b) Employees may have to combine work in two departments.

¢) It hinders career development of employees.

3. It can be inferred from the text that matrix management

a) is applied to the most protracted and boring projects;

b) is applicable for an indefinite period of time;

¢) may be a source of discord between the departments within the organization.

4. The expression "to keep pace" in the last paragraph is closest in meaning to

a) to advance;

b) to fall behind;

C) to stay even with others.

9. Discuss these questions:

1. What management levels do you know?

2. Who is responsible for the general direction and success of the entire business?
3. Who plans the day-to-daywork of the employees of the company?

4. Who are departments usually headed by?

10. Read and translate the text:

Text 6. MANAGEMENT LEVELS

Unless a business is very small, there will be several managers with responsibili-
ties for leading the business. Every manager completes all of the management functions
and has authority over other people and their work. Not every manager gives the same
amount of attention and time to each of the functions. Most organizations have three
levels of managers: executives, mid-managers, and supervisors.
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Top Management

Executives are top-level managers with responsibilities for the direction and suc-
cess of the entire business. They set long-term direction and plans. They are held ac-
countable for the profitability and success of the business. Job titles of executives in-
clude chief executive officer, president, chief operating officer, and vice president.

Executives spend most of their time on planning and controlling activities. They
study the economy and competition. They are responsible for all major business com-
munications. All other managers report to executives.

Mid-Management

Mid-managers are specialists with responsibilities for specific parts of a company's
operations. Examples ofmid-managementjobs are marketing manager, information
technology manager, customer service manager; operations manager, and human re-
sources manager. They take the business plans developed by executives and prepare
specific plans for their part of the business. They must coordinate their work with other
managers. Much of their time is devoted to the organizing, staffing, and implementing
functions.

Supervisors

Supervisors are the first level of management in a business. They are responsible
for the work of a group of employees. Supervisors often have non-management duties
In addition to their management work. They plan the day-to-day work of the employees
they supervise. They make sure that needed resources are available and used wisely.
Supervisors often evaluate the work of their employees and solve problems that occur in
their area. Supervisors spend most of their time implementing the plans of executives
and mid-managers.

Management by Others

Employees who are not managers complete work that seems to be a part of one of
the management functions. Employees plan and organize their work. They might take
part in hiring and training new employees. They may evaluate the quality of the work
they complete. Managers are responsible for the work of others and have authority over
those employees. Without that authority and responsibility, the work of an employee is
not considered part of management. Some experienced employees are asked to serve as
leaders for their work group. They may be asked to lead a particular project or supervise
the work of a new employee.

Many companies are now organizing work teams. They are giving the teams both
authority and responsibility for much of their work. The team meets to make plans, de-
termine how work will be completed, and divide the work among the team members.
The team is responsible for meeting objectives and may even have some control over
their budget. The team will still report to a manager and can ask for that person's assis-
tance when needed.

Both work group leaders and employee teams are completing a limited number of
management activities. Both of those situations are an effective way for employees to
have experience with several management activities. They can develop the skills needed
by managers and decide whether they are interested in a management career.
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11. Answer the following questions:

1. What levels of management do most organizations have?

2. Who are executives? What is their main function?

3. What job titles of executives do you know?

4. Who are mid-managers? What are they responsible for?

5. What is the first level of management? What is their function?
6. How can managers organize the work of their employees?

12. Discussion questions:

1. Can you imagine a company performing successfully without management?

2. What is management? Is it an art or science?

3. Do you agree that a manager is a continual problem-solver, decision-maker,and inno-
vator?

4. Do you share the opinion that "Poorly considered solution will be costly in dollars,
happiness, or both?

5. What qualities, from your point of view, is a person supposed to be born with or to
acquire to become an effective manager?

6. Comment on the following: «Excellence costs, ... but in the long run mediocrity costs
far morey.

UNIT 5. MANAGERS. ENTREPRENEURS

1. Read the text and decide which of the following comments you would expect the
writer to agree with. Use the text to support your answers.

Successful managers...
1 are happy when their staff make progress in the company.
2 try to be positive even when times are difficult.
3 tell head office if any of their staff make mistakes.
4 praise their staff as often as they can.
5 encourage employees to speak out if they are unhappy.
6 make sure they know what's going on outside their organisation.
7 keep in touch with their staff and customers.
8 never dislike any member of their staff.
9 concentrate on their employees' strong points and try to correct their weak ones.
10 ignore people's weak points, pretending they don't exist.
11 enjoy new challenges.
12 don't find it easy to delegate responsibility.

Text 1. HOW TO BE A GREAT MANAGER

At the most general level, successful managers tend to have four characteristics:
e they take enormous pleasure and pride in the growth of their people;

51



e they arc basically cheerful optimists -someonehas to keep up morale when setbacks
occur;

e they don't promise more than they can deliver;

e when they move on from a job, they always leave the situation a little better than it
was when they arrived.

The following is a list of some essential tasks at which a manager must excel lo be
truly effective.

Great managers accept blame: When the big wheel from head office visits and ex-
presses displeasure, the great manager immediately accepts full responsibility. In every-
day working life, the best managers arc constantly aware that they selected and should
have developed their people. Errors made by team members arc in a very real sense
their responsibility.

Great managers give praise: Praise is probably the most underused management
tool.

Great managers are forever trying to catch their people doing something right, and
congratulating them on it. And when praise comes from outside, they are swift not
merely to publicise the fact, but to make clear who has earned it. Managers who regular-
ly give praise are in a much stronger position to criticise or reprimand poor perfor-
mance. If you simply comment when you are dissatisfied with performance, it is all too
common for your words to be taken as a straightforward expression of personal dislike.

Great managers make blue sky: Very few people arc comfortable with the idea that
they will be doing exactly what they are doing today in 10 years' time. Great managers
anticipate people's dissatisfaction.

Great managers put themselves about: Most managers now accept the need to find
out not merely what their team is thinking, but what the rest of the world, including
their customers, is saying. So MBWA (management by walking about) is an excellent
thing, though it has lo be distinguished from MBWAWP (management by walking
about-withoutpurpose), where senior management wander aimlessly, annoying custom-
ers, worrying staff and generally making a nuisance of themselves.

Great managers judge on merit: A great deal more difficult than it sounds. It's vir-
tually impossible to divorce your feelings about someone - whether you like or dislike
them-fromhow you view their actions. But suspicions of discrimination or favouritism
are fatal to the smooth running of any team, so the great manager accepts this as an as-
pect of the game that really needs to be worked on.

Great managers exploit strengths, not weaknesses, in themselves and in their peo-
ple: Weak managers feel threatened by other people's strengths. They also revel in the
discovery of weakness and regard it as something to be exploited rather than remedied.
Great managers have no truck with this destructive thinking, They see strengths, in
themselves as well as in other people, as brings to be built on, and weakness as some-
thing to be accommodated, worked around and, if possible, eliminated.

Great managers make things happen: Theold-fashionedapproach lo management
was rather like theold-fashionedapproach tochild-rearing:Go and sec what the children
arc doing and tell them to stop it! Great managers have confidence that their people will

52



be working in their interests and do everything they can to create an environment in
which people feel free to express themselves.

Great managers make themselves redundant: Not as drastic as it sounds! What
great managers do is learn new skills and acquire useful information from the outside
world, and then immediately pass them on, to ensure that if they were to be run down by
a bus, the team would still have the benefit of the new information. No one in an organ-
ization should be doing work that could be accomplished equally effectively by some-
one less well paid than themselves. So great managers are perpetually on the look out
for higher-level activities to occupy their own time, while constantly passing on tasks
that they have already mastered.

2. Do you agree with all these approaches below a manager should keep in mind?
Do you consider them to be important? If Yes - why, if No - why?

Text 2. WHAT MAKES A GOOD MANAGER? HERE ARE 10 TIPS
By Bill Gates

There isn't a magic formula for good management, of course, but if you're a man-
ager perhaps these tips will help you be more effective.

1. Choose a field thoughtfully. Make it one you enjoy. It's hard to be productive
without genuine enthusiasm. This is true whether you're a manager or employee.

2. Hire carefully and be willing to fire. You need a strong team, because a medi-
ocre team gives mediocre results, no matter how well managed it is.

One common mistake is holding onto somebody who doesn't quite measure up. It's
easy to keep this person on the job because he's not terrible at what he does. But a good
manager will replace him or move him to a set of responsibilities where he can succeed
unambiguously.

3. Create a productive environment. This is a particular challenge because it re-
quires different approaches depending on the context.

Sometimes you maximize productivity by giving everybody his or her own office.
Sometimes you achieve it by moving everybody into open space. Sometimes you use
financial incentives to stimulate productivity. A combination of approaches is usually
required. One element that almost always increases productivity is providing an infor-
mation system that empowers employees.

When | was building Microsoft, | set out to create an environment where software
developers could thrive. | wanted a company where engineers liked to work. | wanted to
create a culture that encouraged them to work together, share ideas and remain highly
motivated. If | hadn't been a software engineer myself, there's no way | could have
achieved my goal.

4. Define success. Make it clear to your employees what constitutes success and
how they should measure their achievements.

Goals must be realistic. Project schedules, for example, must be set by the people
who do the work. People will accept a "bottoms-up*deadline they helped set but they'll
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be cynical about a schedule imposed from the top that doesn't map to reality. Unachiev-
able goals undermine an organization.

At my company, in addition to regular team meetings and one-on-onesessions be-
tween managers and employees, we use mass gatherings periodically ande-
mailroutinely to communicate what we expect from employees.

5. To be a good manager, you have to like people and be good at communi-
cating. This is hard to fake. If you don't genuinely enjoy interacting with people, it'll be
hard to manage them well.

You must have a wide range of personal contacts within your organization. You
need relationships - not necessarily personal friendships - with a fair number of people,
including your own employees. You must encourage these people to tell you what's go-
ing on (good or bad) and give you feedback about what people are thinking about the
company and your role in it.

6. Develop your people to do their jobs better than you can. Transfer your skills
to them.

This is an exciting goal but it can be threatening to a manager who worries that he's
training his replacement. If you're concerned ask your boss: "If | develop somebody
who can do my job super well, does the company have some other challenge for me or
not?"

Many smart managers like to see their employees increase their responsibilities be-
cause it frees the managers to tackle new or undone tasks.

7. Build morale. Make it clear there's plenty of good will to go around and that it's
not just you as some hotshot manager wha's going to look good if things go well.

Give people a sense of the importance of what they're working on - its importance
to the company, its importance to customers.

When you achieve great results, everybody involved should share in the credit and
feel good about it.

8. Take on projects yourself. You need to do more than communicate.

The last thing people want is a boss who just doles out stuff. From time to time
prove you can be hands-on by taking on one of the less attractive tasks and using it as
an example of how your employees should meet challenges.

9. Don't make the same decision twice. Spend the time and thought to make a
solid decision the first time so that you don't revisit the issue unnecessarily. If you're too
willing to reopen issues, it interferes not only with, your execution but also with your
motivation to make a decision in the first place.

People hate indecisive leadership so you have to make choices.

However that doesn't mean you have to decide everything the moment it comes to
your attention. Nor that you can't ever reconsider a decision.

10. Let people know whom to please. Maybe it's you, maybe it's your boss and
maybe it's somebody who works for you. You're in trouble - and risking paralysis in
your organisation - when employees start saying to themselves: «Am | supposed to be
making this person happy or this other person happy? They seem to have different pri-
oritiesy.
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| don't pretend that these are the only 10 approaches a manager should keep in
mind, or even that they're the most important ones. There are lots of others. But these 10
ideas may help you manage well, and 1 hope they do.

3. Read and translate the text.

Text 3. WHAT SKILLS AND COMPETENCIES DO SUCCESSFUL
MANAGERS POSSESS?

Even though we recognize that all managers — regardless of level, organization
size, profit or nonprofit enterprise — perform the four basic activities of management to
some degree, a more crucial question becomes, "What are the critical skills that are re-
lated to managerial competence?" Management researcher Robert L. Katz attempted to
answer that question. What Katz and others have found is that managers must possess
four critical management skills. Management skills identify those abilities or behaviors
that are crucial to success in a managerial position. These skills can be viewed on two
levels — general skills a manager must possess and the specific skills that are related to
managerial success. Let's look at these two categories.

General skills. There seems to be overall agreement that effective managers must
be proficient in four general skill areas. These are conceptual, interpersonal, technical,
and political skills.

Conceptual skills refer to the mental ability to analyze and diagnose complex situa-
tions. They help managers see how things fit together and facilitate making good deci-
sions.

Interpersonal skills encompass the ability to work with, understand, mentor, and
motivate other people, both individually and in groups.

Since managers get things done through other people, they must have good inter-
personal skills to communicate, motivate, and delegate.

Additionally, all managers need technical skills. These are abilities to apply spe-
cialized knowledge or expertise. For top-level managers, these abilities tend to be relat-
ed to knowledge of the industry and a general understanding of the organization's pro-
cesses and products. For middle and lower-level managers, they are related to the spe-
cialized knowledge required in the areas with which they work — finance, human re-
sources, manufacturing, computer systems, law, marketing, and the like. Finally, man-
agers need political skills. This area is related to the ability to enhance one's position,
build a power base, and establish the right connections. Organizations are political are-
nas in which people compete for resources. Managers with good political skills tend to
be better at getting resources for their group than are managers with poor political skills.
They also receive higher evaluations and get more promotions.

Specific skills .Research has also identified six sets of behaviors that explain a lit-
tle bit more than 50 percent of a manager's effectiveness.

Controlling the organization's environment and its resources. This includes
demonstrating, in planning and allocation meetings as well as in on-the-spot decision
making, the ability to be proactive and stay ahead of environmental changes. It also in-
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volves basing resource decisions on clear, up-to-date, accurate knowledge of the organi-
zation's objectives.

Organizing and coordinating. In this skill, managers organize around tasks and
then coordinate interdependent relationships among tasks wherever they exist.

Handling information. This set of behaviors comprises using information and
communication channels for identifying problems, understanding a changing environ-
ment, and making effective decisions.

Providing for growth and development. Managers provide for their own personal
growth and development, as well as for the personal growth and development of their
employees, through continual learning on the job.

Motivating employees and handling conflicts. Managers enhance the positive as-
pects of motivation so that employees feel impelled to perform their work "and elimi-
nate those conflicts that may inhibit employees' motivation.

Strategic problem solving. Managers take responsibility for their own decisions
and ensure that subordinates effectively use their decision-making skills.

4. Read and translate the text.
Text 4. HOW JACK WELCH RAN GE

If leadership is an art, then Welch has proved himself a master painter. Few have
personified corporate leadership more dramatically. Fewer still have so consistently de-
livered on the results of that leadership. «The two greatest corporate leaders of the 20"
century are Alfred Sloan of General Motors and Jack Welch of GE”, says Noel Tichy, a
University of Michigan management professor. «And Welch would be the greater of the
two because he set a new, contemporary paradigm for the corporation that is the model
for the 21st century».

It is a model that has delivered extraordinary growth, increasing the market value
of GE from $12 billion in 1981 to about $280 billion in 2000. No one, not Microsoft's
William Gates, not Walt Disney's Michael Eisner, not even the late Coca-Cola chieftain
Roberto Goizueta, has created more shareholder value than Jack Welch.

Of course, GE's success is hardly Welch's alone. The company boasts what most
headhunters believe to be the most talent-rich management in the world. Thus, Robert
Wright has managed an astonishing turn around at NBC, leading it to a fifth straight
year of double-digit earnings gains in 1997 and a No.l position in prime-time ratings.
Nor did Welch's magic work everywhere in GE. The huge appliance operation, for in-
stance, saw operating earnings fall 39% in 1998, to $458 million.

Welch has transformed what was an old-line American industrial giant into a high-
ly competitive global growth engine. Welch has reshaped the company through more
than 600 acquisitions and a forceful push abroad into emerging markets. How did
Welch, who sat atop a business empire with $304 billion in assets, $89.3 billion in sales,
and 276,000 employees in more than 100 countries, did it?
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He did it through sheer force of personality, coupled with an unbridled passion for
winning the game of business and a keen attention to details many chieftains would
simply overlook. He did it because he was a fierce believer in the power of his people.

Welch's profound grasp on General Electric stemmed from knowing the company
and those who work for it like no other. There were the thousands of «students» he has
encountered in his classes at the Croton-on-Hudson campus. Then there was the way he
spent his time: More than half was devoted to «people» issues. But most important, he
has created something unique at a big company: informality.

Welch liked to call General Electric the «grocery store». «What's important at the
grocery store is just as important in engines or medical systemsy, said Welch. «If the
customer isn't satisfied, if the stuff is getting stale, if the shelf isn't right, it's the same
thing. You manage it like a small organization. You don't get hung up on zeros».

You don't get hung up on formalities, either. If the hierarchy that Welch inherited,
with its nine layers of management, hasn't been completely undermined, it has been se-
verely damaged. Everyone called him Jack. Everyone could expect to see him hurry
down an aisle to pick through the merchandise on a bottom shelf or to surprise an em-
ployee with a bonus.

Making the company «informal» meant violating the chain of command, com-
municating across layers, paying people as if they worked not for a big company but for
a demanding entrepreneur where nearly everyone knows the boss. It had as much to do
with Welch's charisma as it had to do with the less visible rhythms of the company —
its meetings and review sessions — and how he used them to great advantage.

When Welch became CEO, he inherited a series of obligatory corporate events that
he transformed into meaningful levers of leadership. This get-together sallowed him to
set and change the corporation's agenda, to challenge the strategies and the people in
each of GE's dozen divisions, and to make his opinions known to all.

Welch believed that efficiencies in business were infinite because there were no
bounds to human creativity. «The idea flow from the human spirit is absolutely unlim-
ited», Welch declared. «All you have to do is tap into that well. | don't like to use the
word efficiency. It's creativity. It's a belief that every person countsy.

Not surprisingly, Welch embraced the largest corporate quality initiative ever un-
dertaken. For years, he had been skeptical of the quality programs that were the rage in
the 1980s. He felt that they were too heavy on slogans and too light on results. That was
before he heard Lawrence Bossidy telling about the benefits he was reaping from a
quality initiative he had launched at Allied Signal. Bossidy had borrowed the Six Sigma
program from Motorola and reported that the company was lowering costs, increasing
productivity, and generating more profit.

A Six Sigma quality level generates fewer than 3.4 defects per million operations
in a manufacturing or service process. GE is running at a Sigma level of three to four.
The gap between that and the Six Sigma level is costing the company between $8 bil-
lion and $12 billion a year in inefficiencies and lost productivity. To make the ideas
take hold throughout GE required the training of so-called master black belts, black
belts, and green belts. Welch launched the effort in late 1995 with 200 projects and in-
tensive training programs, moved to 3,000 projects and more training in 1996, and im-
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plemented 6,000 projects and still more training in 1997. In 1998, Six Sigma delivered
$320 million in productivity gains and profits, more than double Welch's original goal
of $150 million. «Six Sigma has spread like wildfire across the company, and it is trans-
forming everything we doy, boasted Welch.

SHOW AND TELL

The success of the program was evident in 1998 at Boca Raton, where Welch
kicked off each year with a meeting for the top 500 executives. That year, 29 managers
spoke about their Six Sigma projects describing how they used new ideas to squeeze
still more profit out of the lean machine that is GE. One after another explained how
quality efforts cut costs and mistakes, enhanced productivity, and eliminated the need
for investment in new plant and equipment.

William Woodburn, who headed GE's industrial diamonds business, was one of the
1998 heroes at Boca. In just 4 years, Woodburn had increased the operation’s return on
investment fourfold and halved the cost structure.

Employing Six Sigma ideas, he and his team have squeezed so much efficiency out
of their existing facilities that they believed they have eliminated the need for all in-
vestment in plant and equipment for a decade. Some 300 other managers from GE have
visited the plant to learn directly how Woodburn has done it.

But the main event was Welch's wrap-up comments. Even though GE had just
ended a record year, with earnings up 13%, Welch wanted more. Most CEOs would
give a feel-good, congratulatory chat. But Welch warned the group that it would face
one of the toughest years in a decade. It's no time to be complacent, he said, not with the
Asian economic crisis, not with deflation in the air.

Then, the ideas tumbled out of him for how they can combat deflation. «Don't add
costs», he advised. «Increase inventory turns. Use intellectual capital to replace plant
and equipment investment. Raise approvals for price decisionsy.

ROSES AND CHAMPAGNE

Welch was uncommonly conscious of the signals and symbolism of leadership. His
handwritten notes sent to everyone from direct reports to hourly workers possessed
enormous impact, too. Moments after Welch lifted his black felt-tippen, they were sent
via fax direct to the employee. Two days later, the original arrived in the mail.

They were written to inspire and motivate as often as to stir and demand action. In
1996, for example, Woodbum turned down a promotion from Welch that would have
required a transfer because he didn't want to move his teenage daughter out of school.
Welch spoke to Woodbum on the phone and within a day sent a personal note to him.

«Billy, wrote Welch, «we like you for a lot of reasons - one of them is that you are
a very special person. You proved it again this morning. Good for you and your lucky
family. Make Diamonds a great business and keep your priorities straight». To Wood-
burn, the note was an important gesture. «It showed me he cared about me not as a
manager but as a person. It means a loty.
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Or consider how Welch became involved in the excruciating details of the tubes
that go into GE's X-ray and CAT-scan machines. In themid-1990s, Welch, who spent
15% to 20% of his time interacting with customers, heard some complaints about the
poor quality of the tubes. The product was averaging little more than 25,000 scans, less
than half what competing tubes were getting.

To fix the problem, Welch reached two levels down into the organization and
summoned to corporate headquarters Marc Onetto who had been general manager for
service and maintenance in Europe. His orders were simple and direct: «Fix it», Welch
demanded. «I want 100,000 scans out of my tubes!»

For the next four years, Onetto faxed weekly reports direct to Welch, detailing his
progress. Back would come note from Welch every three to four weeks. Some would
nearly growl for greater progress; others would flatter and cajole. The experience aston-
ished Onetto. «I was just running a little business here, about $450 million in revenues,
and | was so amazed that he could find the time to read my reports and then even send
me back notes”, he said. Since then, Onetto's team has created versions of the tubes that
average between 150,000 and 200,000 scans. The improvements added about $14 mil-
lion in productivity benefits to the division last year.

Not everyone saw that side of Welch. Some rank-and-file employees, for example,
grumbled about the unrelenting pressure on them to perform. «No matter how many
records are broken in productivity or profits, it's always ‘What have you done for me
lately?» said Stephen Tormey, who negotiated the United Electrical Workers contract.
«The workers are considered lemons, and they are squeezed really dry».

Other critics have questioned whether the pressure Welch imposed led some em-
ployees to cut corners, possibly contributing to the defense-contractings candals that
have plagued GE or the humiliating Kidder, Peabody bond-trading scheme of the early
1990s that generated bogus profits.

STICK AND CARROT

Few would dispute that Welch was seen as a demanding executive who aroused a
mixture of awe and fear. Aware of the daunting effect he can have on people, Welch
worked hard to counter that image. Not long ago, recalled human-relationschief William
J. Conaty, one manager who had to make a presentation before Welch was so apprehen-
sive he was shaking. It was the first time he had met Welch, who was passing through
St. Louis. «I'm so nervousy, the manager confessed to Welch. «And my wife has told
me she'll throw me out of the house if | can't get through this presentationy.

At day's end, when Welch was back on the corporate plane, he immediately ar-
ranged for a dozen roses and a bottle of Dom Perignon to be delivered to the man's
home. He then wrote a note to the wife: «Your husband did a fantastic job today. We're
sorry we put him and you through this for a couple of weeksy.

Welch set precise performance targets and monitored them throughout the year.
And each of Welch's direct reports received from Welch handwritten, two-pagejob
evaluation at the end of every year. Attached to the detailed notes were his jottings from
a year earlier, with new comments written in red pencil: «Nice job». «Still needs work».
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Every bonus and every stock-optiongrant to Welch's 20 or so direct reports came with a
candid talk about performance. «There are carrots and sticks here, and he is extraordi-
narily good at applying bothy, said a senior VP. «When he hands you a bonus or a stock
option, he lets you know exactly what he wants in the coming year».

Welch skillfully used rewards to drive behavior. Welch demanded that the rewards
a leader disbursed to people be highly differentiated. Although GE set an overall 4%
salary increase as a target in 1998, base salaries could rise by as much as 25% in a year
without a promotion. Cash bonuses could increase as much as 150% in a year. Stock op-
tions, once reserved for the most senior officers at GE, have been broadly expanded un-
der Welch. Now, some 27,000 employees get them, nearly a third of GE's professional
employees. Unlike many companies that hand out options as automatic annual grants,
Welch did not want GE's program to be perceived as a «dental plan». So everyone who
received options didn't get them every year.

Welch has been a major beneficiary of stock options. Yet few things energized
Welch as much as reviewing a list of GE employees who cash in their rewards. Comb-
ing through the names, Welch could hardly contain his enthusiasm — for the wealth he
has put into the hands of people whose names were unfamiliar to him. In the first quar-
ter of 1998 alone, some 3,900 employees exercised 8.7 million options with a net value
of $520 million. «It means that everyone is getting the rewards, not just a few of us», he
said. «That's a big deal. We're changing their game and their lives"».

While analysts on Wall Street or GE's own investors viewed Welch's likely legacy
as creating the world's most valuable «company in stock market terms, Welch himself
saw things quite differently. The man who spent more than 50% of his time on people
issues considered his greatest achievement the care and feeding of talent. This place
runs by its great people», said Welch. «The biggest accomplishment I've had is to find
great people. An army of them. They are all better than most CEOsy.

While many companies profess to run as meritocracies, in reality, they are often
conscious of class. At GE many of the company's most successful executives were, like
Welch, the first in their families to earn college degrees. When it came time to pick a
new CFO, for instance, Welch passed over several candidates in line for the job in favor
of then 38-year-old Dennis Dammerman two layers down in the ranks because he was
impressed with how he had handled other tough assignments.

In every potential leader, Welch was looking for what he called «E to the fourth
power». That was his term for people who have enormous personal energy, the ability
to motivate and energize others, «edge»- the GE code word for being instinctively com-
petitive — and the skill to execute on those attributes.

JACK WELCH'S LEADERSHIP PRINCIPLES

Face reality as it is, not as it was or as you wish it were;
Be candid with everyone;

Don't manage, lead,

Change before you have to

60



e If you do not have a competitive advantage, do not compete;
e Control your own destiny, or someone else will.

5. Answer the questions:

1. Why is Jack Welch considered the greatest corporate leader of the 20th century? 2.
How did he achieve such a tremendous success in creating shareholder value? 3. What
was he focused on? 4. How did he manage to combine a small-company environment
with big company resources? 5. Was Welch a firm believer in human creativity? 6.
What is Six Sigma program and what benefits did it bring to GE? 7. How did Welch in-
teract with his people? 8. How did he use rewards to drive performance? 9. How did
Welch promote people?

6. Before you read the next text, discuss the following questions. Then read and
compare your ideas with those in the article.

1. What are the characteristics of an entrepreneur.

2. Are fear, greed and dedication prerequisites for entrepreneurial success?

Text 5. FEAR, GREED AND DEDICATION

Last week | discussed the reasons for businesses going bust and concluded that the
ultimate problem often lies in the fact that the founder of the business is not cut out to
start up and develop his own operation. Sometimes this is due to a lack of knowledge,
skill or business experience; sometimes to personal weaknesses. So let us attempt to an-
alyse the character traits of an entrepreneur. Although entrepreneurs are a diverse spe-
cies, there are clearly some common factors. Permit me to quote from The British En-
trepreneur - a study prepared by accountants Ernst and Young and the Cranfield School
of Management «Not all entrepreneurs are cast in the same mould. Indeed it would be
an extremely dull world if they were. Almost by definition they defy categorisation.
Some have a strong sense of humour, some none; some thrive on publicity and adula-
tion, others are virtual hermitsy.

«Some have an overwhelming need for power, others for creativity; some need the
trappings of wealth, others lead very simple lives. Whatever the difference is, there is
one factor which all successful entrepreneurs have in common - they and their firms are
always on the movey.

It must be appreciated that management skills can be learned, whereas entrepre-
neurial ability is a matter of flair either you have it or you don't. Business requires both
skills, the flair of the entrepreneur and the solid competence of the manager.

It is dangerous to generalise but some of the characteristics of the entrepreneur, in
contrast to the manager, are; belief in himself and his business; belief in wealth and ma-
terial gain; and belief in delegation.

Entrepreneurial talent and management skills may not both be present in the one
person. This may lead to the idea of partnership and, indeed, as the business flourishes
and expands, the creation of a management team.
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The British Entrepreneur encompasses the results of a survey of the views ofown-
er-managersof the top 100 entrepreneurial firms in the UK. One of the questions asked
was «what are the critical factors for success?» The answers came under three main
headings:

Marketing:

A unique product; an innovative approach; a good fundamental idea; aggressive
sales and marketing strategies; active selling; quality; price; heavy marketing invest-
ment.

Management:

Dedicated senior management; hard work and commitment of staff; tight financial
controls; cash flow; investment for the long term; regular views and overhaul of the
management structure; disciplined and cost effective management of employees; unwa-
vering and total support from initial backers.

Personal:

Vision; hard work; concentration; flexibility; persistence; ability to recognise op-
portunities.

The owner-managers were asked about their personal life and family background.
Many came from families where the father had some form of small firm or self-
employment, background and the mother was a full time housewife. It was interesting to
note that not one was an only child and more than half came from families with more
than two children.

The previous survey, in 1988, revealed that the group showed low educational at-
tainments, 45 per cent having left school at the age of 16 and very few having any post-
school qualifications.

The 1989 list reveals somewhat greater academic attainments but apart from the
obvious value of management skills which result from taking an MBA, few of these
owner-managers saw any relationship between educational achievements and their cur-
rent success.

There is a misconception that successful entrepreneurs fail a number of times be-
fore making the breakthrough. Not true with this sample, where only 20 per cent had
started more than one business.

The average age of the entrepreneurs when they started their first business was 32,
while the youngest was 24. Presumably they had gained valuable skills and product
knowledge between school and start-up.On the other hand, the majority had started
businesses which bore no commercial relationship to their previous employment.

All rather confusing. Perhaps we should dwell on the wisdom of Sir James Gold-
smith; «First you must have the appetite to succeed - ambition. When you have no am-
bition you are dead. You have to be willing to work. You have to be ready to let go of a
smart, safe, socially acceptable job in pursuit of your objective. Fear, greed, dedication
and luck-all play their part. The rest followsy.

Brian Jenks is the partner responsible
for private companies at Touche Ross.
©The Observer

62



7. You are going to hear an interview with John Goff, an entrepreneur based in
Surrey, England. As you listen, note down the answers he gives to the following
questions.
. Would you say entrepreneurs are born or made?
. What is it about running your own business that appeals to you?
. Have you always been an independent businessman?
. What has been your most successful venture, and what made it a success?
. Can you tell us what difficulties entrepreneurs face when setting up a business?
. Do you have any ideas on the best way to raise capital?
. Isa'good idea and a dream' enough to be successful, or does it take other factors?
. What advice can you give to would-beentrepreneurs who have an idea?
. When an entrepreneur starts a business, what sorts of things go wrong? What have
you got to be careful about once you're starting to be successful?
10. Would you advise the entrepreneur to have a partner?

©Ooo~No ok~ WwWN

8. Read the article:
Text 6. WOMAN WITH SAUCE

Dounne Alexander-Moore's utter determination to put her grandmother's Caribbean
recipes on the supermarket shelves is starting to pay off. Carol Dix spoke to her.

How pany of us, hard at work at the kitchen stove, have dreamed of turning a
homegrown recipe into a millionaire-making seller? «Gee, May», says reverential
child/neighbour, «you should package this and sell it in the stores». Diane Keaton did it
with designer baby food in Baby Boom. Paul Newman has made even more money out
of salad dressing.

But to turn the dream into a reality, without a name like Paul Newman's (or indeed
Prince Charles'), can be extremely hard labour. Dounne Alexander-Moorehas taken this
route and has achieved remarkably: her own Caribbean hot pepper sauces, based on the
recipes of her Trinidadian grandmother, are now in the marketplace as Gramma'’s.

Dounne has managed to sell herself and her product to the nation through adroit
PR Already her foot is in the door at major-leaguesupermarkets such as Tesco's, Safe-
way and (as yet) one Sainsbury's. Yet, still, the going is extremely tough.

Indeed, Dounne's story highlights what has become a major problem in our post-
Eighties enterprise culture. Men and women, ‘ordinary’ men and women, have been en-
couraged to think big; that they can go it alone, that all they need is a good idea and a
dream...

Now in her early 40s, the indomitable Dounne found herself, a hard-working single
mother with two teen daughters, living in an East End council flat and on the borders of
poverty, relying on income support to help out. When the idea came to her to manufac-
ture and sell Gramma's, the first strikes against her in the Enterprise Game were legion:
she is black, a woman, a single parent, living in a council flat, with no capital and in
need of income support Get back to 'Go'.
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But Dounne persevered and is now selling thousands of jars of her popular sauces,
based in a small factory unit in Hainault, Essex. She has just the personality traits re-
quired by the enterprise culture: masses of drive, motivation, initiative, and determina-
tion to succeed against all odds.

‘To launch a new product on the market is always very hard, and probably doubly
so being a black woman. But never once did | compromise my goals. My aim has been
all along to get the product into the mainstream (not just to sell in ethnic stores), educate
people about the health qualities of Caribbean hot pepper sauces, sell the idea of ‘quali-
ty' and of a return to natural foods, and that Gramma's is an exceptional food product.

'Early on, | contacted all the TV stations and newspapers, from the nationals to the
locals. And two London TV programmes covered my sauces on the very same evening.
1 had targeted Harrods first, as a high-qualitydepartment store which would not need to
order in large quantities and would not be put off by a fairly expensive product. The
price of Gramma's is above that ofmass-producedfoods, but it is right for the quality.

'‘My father took the jars himself into Harrods and Forthum and Mason; for him that
was a lifelong dream come true. The TV shots showed the first customers buying the
sauces from Harrods' shelves. Within three hours the next day, Harrods had sold 500
jars. In the first week, they sold over a thousand jars, while | was back home struggling
to keep up with the supply. I was still stirring the pots with a giant wooden spoon in my
Kitchen.'

At that point Dounne gave up her job and concentrated full time on building up the
business. On her shoulders fell the full design of the packaging, the logo, the jars them-
selves, staffing and equipment. She relies still on her daughters for administrative and
book-keeping help; her mother for the food preparation and her father with distribution.
Her brother-in-law is the accountant. Costs have to be kept to a minimum when, in the
first two years of running a business, your main expenses are equipment and advertis-
ing.

'"The supermarkets demand that you must be able to spend over £1 million on ad-
vertising before they will take on a new product, a demand that in itself cuts out most
small companies. Yet again | have been very fortunate. Gramma's is now into 150
Tesco Superstores (next to the stock cubes, | have to let everyone know); well be in
Safeway from June and Sainsbury's Knightsbridge store. We're also in Dewhursts'
butchers, will be launching soon in Ireland and there is definite interest from Asda,
Morrison's in the North, and William Low in Scotland.’

Dounne's main expansion plan is to build a larger factory, somewhere in the UK,
and then ship her Hot Pepper Sauces across the Atlantic, where she knows the huge
black market would be all too ready for her product

'I've no intention of giving up. There's been a lot of hard work and sacrifice, but the
achievement is worth it Anyone going into their own business should be prepared for a
lot of rejections and disappointment, but I've learned to see them all as a plus. They
teach you the next step!’

© The Guardian
9. Answer the following questions:
1. What personal obstacles did Dounne overcome to set up her business?
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2. What personal attributes does Dounne have in her favour?

3. What are Dounne's business goals?

4. Why did Dounne choose Harrods as her first target?

5. Who at Gramma's Ltd. is responsible for the following functions?

6. Why is it difficult for small companies to do business with supermarkets?

7. What are Dounne's plans for the future?

8. What warning does Dounne give to anyone thinking of going into business on their
own?

9. What is the pun (double meaning) in the title?

UNIT 6. MANAGEMENT STYLES. CULTURAL DIVERSITY

1. Before you read the text discuss these questions:

1. Mothers and fathers often have different ways of managing their families. How
would you describe the management styles of your parents? Teachers? If you had chil-
dren what management style would you prefer?

2. What business management styles do you know?

2. Read and translate the text.
Text 1. MANAGEMENT STYLES

Managing a group of people is a very difficult job. It's not easy to get people with
different backgrounds, personalities and experience to work well together. Have you
been a part of an athletic team or musical group? If so, you can remember how hard it
was at first to coordinate the talents of each group member so the team or group per-
formed well. Managers approach the task of directing a group in different ways based
on their management style.

Management style is the way a manager treats and involves employees. Two dif-
ferent styles often used by managers are tactical and strategic management.

Sometimes a management style is chosen based on the characteristics of the em-
ployees being managed. At other times the choice is based on the work assignments.
Experienced and effective managers can change their management style. It should be
based on the urgency of the work to be done and the confidence the manager has in the
employees.

CHOOSING A MANAGEMENT STYLE

Tactical management. Sometimes managers are faced with a crisis. They feel they
don't have time to let the group decide how to complete the task. In other situations, a
manager may be working with a group of new employees or may have work for which
the members have no previous experience. In those situations, the manager should use
tactical management. Tactical management is a style in which the manager is more di-
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rective and controlling. The manager will make the major decisions and stay in close
contact with employees while they work to make sure the work is done well.

Strategic management. When a group of employees is experienced and work well
together, a manager does not have to be as directive and controlling. If there is enough
time to bring a team together to help plan a work assignment, team members will usual-
ly prefer being involved in the decision - making process. These are examples of strate-
gic management.Strategic management is a style in which managers are less directive
and involve employees indecision-making.A manager using a strategic style will trust
employees to work without direct supervision and will seek their advice on important
decisions.

Mixed management . Which of the two management styles would you prefer if you
were an employee? If you were a manager which of the styles would you use? Do you
believe everyone would answer those two questions the same way?

In the past, many managers used the tactical style of management. They believed
they were responsible for getting work done and thus needed to be directive and con-
trolling. That often led to employee frustration because they thought their manager did
not trust them. Some employees prefer the manager to make day-to-daydecisions. Other
employees are not experienced enough to work without close supervision. As a result,
effective managers are prepared to use both styles. The combined use of tactical and
strategic management is known asmixed management.

3. Answer the following questions:

1. Why is managing a group of people a very difficult job?

2. How can you define management style?

3. What are the two management styles often used by managers?

4. What factors determine the management style chosen by a manager in a particular
situation?

5. What is a tactical management style?

6. In what situations does a manager use a tactical style of management?
7. How can you define strategic management?

8. When does a manager prefer to use a strategic management style?

9. What management style do managers use in real life situations?

10. What is mixed management?

4. Read and translate the text.

Text 2. THE BIG THREE MANAGEMENT STYLES
by Paul B.Thornton

Management literature describes numerous management styles, including assertive,
autocratic, coaching, country club, directing, delegating, laissez-faire, participatory,
supportive, task-oriented and team-based.Are there really that many styles?

| believe there are three basic styles - directing, discussing and delegating, the 3-Ds
of Management Style.
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DIRECTING STYLE

Managers using this style tell people what to do, how to do it and when to have it
completed. They assign roles and responsibilities, set standards and define expectations.
Communicating - The manager speaks, employees listen and react. Managers provide
detailed instructions so employees know exactly what to do. The ability to communicate
in a clear, concise and complete fashion is critical. The only feedback managers ask for
IS, 'Do you understand what needs to be done?'
Goal-Setting - "Your goal is to sell 15 cars per month.' The manager establishes short-
term goals. When goals are specific and time bounded, employees are clear on what is
expected of them. Goals and deadlines often motivate people.
Decision-Making - | want you to stop what you are currently doing and help Sue set up
the room for the seminar.' The manager makes most if not all decisions. When problems
arise the manager evaluates options, makes decisions and directs employees as to what
actions to take.
Monitoring Performance and Providing Feedback - Managers establish specific con-
trol points to monitor performance. 'Get back to me at 11:00 a.m. to brief me on what
you have accomplished." Managers provide frequent feedback including specific in-
structions on how to improve performance.

DISCUSSING STYLE

Managers using this style take time to discuss relevant business issues. What hap-
pens in a good discussion? People present ideas, ask questions, listen, provide feedback,
challenge certain assumptions and coach as needed. It's important to make sure ideas are
fully discussed and debated. Managers often perform the role of facilitator, making sure
the discussion stays on track and everyone has a chance to contribute.
Communicating -Two-waycommunication is the norm, let's go around the table and
give everyone a chance to discuss their ideas." Managers spend as much time asking
questions and listening as they do talking and sharing their ideas. The right question fo-
cuses the discussion and draws out people's ideas.
Goal-Setting - 'Ingrid, what do you think our sales target should be for the fourth quar-
ter?" After adequate discussion, goals are then established. Utilising a participatory style
generally helps to increase employees' commitment to achieve their goals.
Decision-Making - 'We have a problem with the amount of inventory we're currently
carrying. What action do you think we should take?' Decisions are made collaborative-
ly. Both manager and employee play an active role in defining problems, evaluating op-
tions, and making decisions.
Monitoring Performance and Providing Feedback — The manager and employee
monitor performance and discuss what actions need to be taken. This works best when
both parties are open and make adjustments as needed.

DELEGATING STYLE

Managers using this style usually explain or get agreement on what has to be ac-
complished and when it must be completed. The how-to-do-it part of the equation is left
up to the employee. Responsibility and authority are given to employees to get the job
done.

67



Communicating - Regarding what has to be accomplished, communications may be
one way: 'l want you to deliver al5-minutepresentation on our new compensation pro-
gram at Tuesday's meeting.' In other situations it may be two-way: let's discuss what
needs to be accomplished in the marketing brochure you're designing.' Additional com-
munication takes place to review what has been accomplished and obstacles preventing
progress.

Goal-Setting - As stated above, specific goals may be established by the manager or
may evolve after a discussion between manager and employee. Failures in delegation
can often be traced back to a lack of understanding of the desired output or deliverable.
| thought you only wanted recommendations, not an implementation plan.'
Decision-Making - Barbara, that's your decision to make.' Decisions as to how the task
will be accomplished are left to the employee. Employees have the power to take ap-
propriate actions to achieve the desired goals. Managers must avoid 'reverse delegation’
when employees try to give back decisions that they should be making.

Monitoring Performance and Providing Feedback - | want a weekly update on plan
accomplishments." Managers decide how much monitoring is necessary. The amount of
monitoring depends on the priority of the task and the person doing it. Providing feed-
back is the responsibility of the employee. Keeping the manager informed, especially
when the plan is off track, is critical.

5. Answer these questions.
1. If you are a manager, what sort of style do you have?
2. If you were a manager, what sort of style do you think you would have?

6. Work in groups of three. Decide which of the following statements are true for
your style.

It is up to employees to keep the manager up to date on progress.

Managers set strict time limits.

Managers encourage staff to put forward their ideas.

Managers and employees decide together what needs to be achieved.

Decisions are made by managers and their staff.

Employees get precise instructions.

. Managers do not want employees to avoid making decisions which employees should
make.

8. Managers have tight control of employees' movements and work schedules.

9. When employees are given tasks, they decide how to complete them.

NoakowdE

7. Discuss the following questions.

1. Which of the three management styles would you prefer to use as a manager?

2. Which of the three management styles would you prefer to experience as an employ-
ee?
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8. The text describes four commonly recognized management styles (Directing,
Supportive, Coaching and Delegating). What do you think characterizes each
style? Read the text and check your predictions.

Text 3. WHICH MANAGEMENT STYLE TO USE

A manager is generally responsible for a project or a team of people and, essential-
ly must be able to communicate, negotiate and influence. However, these skills can be
performed in different ways. A key component of job satisfaction is the relationship be-
tween managers and their staff. This, in turn, is influenced both by the people and man-
agement styles involved.

Four basic styles

Management styles do not always fit into nice, neat, recognised definitions. How-
ever, management writer, Ken Blanchard narrows management down to four basic
styles: directing, supporting, coaching and delegating.

Directing

Directing is telling someone how and when to do something. Most managers find
this style easy to use. It works best when tasks are straightforward and when the manag-
er is better informed and more experienced than the member of staff. This style also
works well when decisions have to be made immediately, when risks cannot be taken or
when a task has to be performed to a given specification. Directing is also suited to situ-
ations where commitment from staff is irrelevant and where perhaps large numbers of
staff are involved in completing a task. This style, however, does not come easily to
everyone.

Supportive

A supportive style is appropriate for staff that has ability but need motivation or
more confidence. A manager who uses this style needs to be a good listener but also
needs to be able to provide encouragement to staff who may be reluctant to recognise
their own achievements. A manager using this style works alongside staff as a colleague
and offers honest praise and encouragement when appropriate in order to raise motiva-
tion levels. Supportive management is about finding out how the other person feels (e.qg.
ask "how do you feel that task went?") and giving constructive feedback. Managers
should ask themselves questions such as: Do | acknowledge success and build on it? Do
| analyse set-backs, identify what went well and give constructive guidance to improve
future performance? Do | show those who work with me that I trust them or do | sur-
round them with unnecessary controls? Do | provide adequate opportunities for training
and retraining if necessary? Do | encourage each individual to develop his or her capaci-
ties to the full? Do | recognise the contribution of each member of the team and encour-
age team members to do the same?

Coaching

Coaching uses a combination of directing and supporting. It requires good two-
waycommunication between staff and managers and is used as a vehicle to enable staff
to develop their skills and competence. Relationship building is crucial. Coaching op-
portunities often arise during normalday-to-dayactivities and managers can informally
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coach staff as the need arises. Some organizations employ professional coaches. Coach-
ing works on the premise that the person doing the coaching has confidence that the
person being coached will succeed. The stages involved in coaching include: identifying
the areas of knowledge, skills or capabilities where learning needs to take place; ensur-
ing that the person understands and accepts the need to learn; discussing with the person
what needs to be learnt and the best way to undertake the learning; getting the person to
work out how they can manage their own learning while identifying where they will
need help; providing encouragement and advice; providing specific guidance as re-
quired; agreeing how progress should be monitored and reviewed.
Delegating

Of the four basic styles delegation is perhaps the most challenging. Some manag-
ers tend to have a reluctance to let go of a task and often end up supervising rather than
delegating. Other managers delegate and disappear, failing to check on how the delegat-
ed task was completed or failing to carry out progress checks. Often delegation fails as a
management style because of poor communication about the delegated task. Delegation
works when agreement is reached on the nature of the delegated task, deadlines for
completion are agreed, it is decided how potential problems will be addressed and the
right person is chosen for the task.

Staff who are delegated a task need to be respected for their knowledge and skills.
They should be involved in the decisions about how progress on the delegated task will
be monitored. Because delegation is not abdication by a manager, the person to whom a
task is delegated should be aware of the lines of accountability for the delegated task.

. Match the following statements to the management styles described in the text.

. This style is appropriate if you need to develop confidence in your staff.

. In this style it is necessary to agree on a time for completion of the task.

. This style requires the manager to believe their staff will succeed.

. This style is appropriate when it does not matter how committed your staff are.

. This style works best when the most suitable person is selected for the job.

. This management style is most effective for rapid decision-making.

. In this style manager and staff need to agree on a system for checking progress.

. This style requires the manager to acknowledge how every team member contributes.

coO~NO OIS WNBEF- O

10. Discuss the following questions.
1. Which of the management techniques described in the article have you experienced?
2. Which management style most appeals to you? Why?

11. Discuss these questions:

1. Do you know any other management styles?

2. Do you think that management style is bound to reflect the company structure as
much as the personality of the individual?
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12. Read and translate the text.
Text 4. MANAGEMENT STYLES AND QUALITIES

Every manager will be different, but over the years management theory has estab-
lished three broad categories of management style:

The authoritarian manager

This person is strict, demanding, controlling and probably too rigid in their views.
They take a top-downapproach. But some staff like this - they know where they stand
and what their responsibilities are. Their jobs are clearly defined.

The consensual manager

This person believes in consultation, and in coaching and mentoring their staff to
help them develop. Subordinates usually like this type of manager, but the manager may
lack vision and fail to show leadership.

The hands-off manager

This person delegates everything, or just leaves problems in the hope that they go
away. They will justify their style as empowerment (ie giving control over decisions to
other people), but subordinates will feel a lack of guidance and support. Liaison be-
tween colleagues (co-workers) will be uncoordinated.

An important point is that management style might reflect the company culture as
much as the personality of the individual. So a hierarchical company with a bureaucratic
decision-makingprocess will suit one type of manager. On the other hand, a decentral-
ized company wherelow-levelmanagers can take the initiative will suit another.

We also have to remember that different business situations will require different
management qualities:

e Consider the manager who is methodical, systematic and organized. Is that always a
good thing? Maybe there are situations where it's better to be intuitive and flexible, or to
take decisions quickly without knowing all the facts.
e Consider the manager who is a good team player, co-operativeand supportive. Is that
always a good thing? Maybe there are situations where it's better to work on your own,
beingself-motivatedand proactive.

Qualities or skills?

Here is something interesting to think about: notice that in the text above there is
reference to styles and qualities, not to skills. This distinction is important. Qualities are
a part of your character and personality - they were present at birth or formed early in
your life and you will find it hard to change these things. Skills, however, are things you
can learn - like how to speak another language, or give a good presentation. Skills can
be developed and improved through practice and experience, qualities much less so.
That raises many issues for training, personal development and career choice.

Person specification

When looking for candidates for a particular job, many companies produce both a
job specification and a person specification. This helps recruitment agencies and or the
human resource department to find suitable people. The person specification will in-
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clude the skills needed, experience needed and personal qualities of the ideal candidate.
The example below shows the final section, personal qualities.

PERSON SPECIFICATION
Skills and abilities
The ideal candidate will be able to demonstrate the following skills:
An ability to ...
Personal qualities
Business knowledge
The ideal candidate will:
have a good understanding of the market
keep up to date with developments in the field
Strategic ability
The ideal candidate will:
be able to translate company strategy into individual business unit objectives
be able to balance conflicting business interests within the organization
Organizational ability
The ideal candidate will:
be a good administrator
be a good time-manager
be conscientious and thorough
be a good team-builder
Relation to subordinates
The ideal candidate will:
have an ability to motivate
know when to delegate and when to refer upwards
keep good lines of communication
have an ‘open door' policy
be a good listener
have an ability to control and give feedback in an appropriate way
Character
The ideal candidate will:
like challenges
be prepared to take risks
be honest and transparent
be single-mindedand determined
be able to recover quickly after a setback
stay calm under pressure

13. Answer the following questions:

1. How can you describe an authoritarian type of manager?
2. What is good and bad about the consensual manager?

3. What do you know about the hands-offmanager?
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4. Do you agree that different business situations require different management quali-
ties? Prove it.

5. What is the difference between qualities and skills?

6. What do companies usually produce when looking for candidates for a particular job?

14. Discuss these questions.
1. What managers would you prefer to work with? Why?
2. What person specification would you like to have for your company?

15. Discuss these questions.

Multinational companies can either attempt to use similar management methods in
all their foreign subsidiaries, or adapt their methods to the local culture in each country
or continent. Which procedure do you think is the most efficient?

Do you think the culture of your country is similar enough to those of neighbour-
Ing countries to have the same management techniques? Or are there countries nearby
where people have very different attitudes to work, hierarchy, organization, and so on?

A Dutch researcher, Fons Trompenaars, and his associates, have asked nearly
15,000 business people in over 50 countries a number of questions which reveal differ-
ing cultural beliefs and attitudes to work. Here are five of them, adapted from Riding
the Waves of Culture: Understanding Cultural Diversity in Business. They concern
ways of working, individuals and groups, rules and personal friendships, and so on.
What are your answers to the questions?

1. If you had to choose, would you say that a company is (a) a system designed to per-
form functions and tasks in an efficient way, using machines and people, or (b) a group
of people who’s functioning depends on social relations and the way people work to-
gether?

2. What is the main reason for having an organizational structure in a company? (a) So
that everyone knows who has authority over whom, or (b) so that everyone knows how
functions are allocated and coordinated?

3.Will (a) the quality of an individual's life improve if he or she has as much freedom as
possible and the maximum opportunity to develop personally, or (b) the quality of life
for everyone improve if individuals are continuously taking care of their fellow human
beings, even if this limits individual freedom and development?

4. A defect is discovered in a production facility. It was caused by negligence by one of
the members of a team. Would you say that (a) the person causing the defect by negli-
gence is the one responsible or (b) because he or she is working in a team the responsi-
bility should be carried by the whole group?

5. Imagine that you are a passenger in a car driven by a close friend who hits and quite
seriously injures a pedestrian while driving at least 25 kilometres an hour too fast in
town. There are no other witnesses. Your friend's lawyer says that it will help him a lot
if you testify that he was driving within the speed limit. Should your friend expect you
to do this?
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16. Read the text below, and see if your suggestions above coincide with the na-
tionalities mentioned.

Text 5. CROSS-CULTURAL MANAGEMENT

Managing a truly global multinational company would obviously be much simpler
iIf it required only one set of corporate objectives, goals, policies, practices, products and
services. But local differences often make this impossible. The conflict between global-
ization and localization has led to the invention of the word 'glocalization’. Companies
that want to be successful in foreign markets have to be aware of the local cultural char-
acteristics that affect the way business is done.

A fairly obvious cultural divide that has been much studied is the one between, on
the one hand, the countries of North America and north-westEurope, where manage-
ment is largely based on analysis, rationality, logic and systems, and, on the other, the
Latin cultures of southern Europe and South America, where personal relations, intui-
tion, emotion and sensitivity are of much greater importance.

The largely Protestant cultures on both sides of the North Atlantic (Canada, the
USA, Britain, the Netherlands, Germany, Scandinavia) are essentially individualist. In
such cultures, status has to be achieved. You don't automatically respect people just be-
cause they've been in a company for 30 years. A young, dynamic, aggressive manager
with an MBA (a Master in Business Administration degree) can quickly rise in the hier-
archy. In most Latin and Asian cultures, on the contrary, status is automatically accord-
ed to the boss, who is more likely to be in his fifties or sixties than in his thirties. This is
particularly true in Japan, where companies traditionally have a policy of promotion by
seniority. A 50-year-old Japanese manager, or a Greek or Italian or Chilean one, would
quite simply be offended by having to negotiate with an aggressive, welleducated, but
inexperienced American or German 20 years his junior. He would also want to take the
time to get to know the person with whom he was negotiating, and would not appreciate
an assertive American who wanted to sign a deal immediately and take the next plane
home.

In northern cultures, the principle of pay-for-performanceoften successfully moti-
vates salespeople. The more you sell, the more you get paid. But the principle might
well be resisted in more collectivist cultures, and in countries where rewards and pro-
motion are expected to come with age and experience. Trompenaars gives the example
of a sales rep in an Italian subsidiary of a US multinational company who was given a
huge quarterly bonus under a new policy imposed by head office. His sales - which had
been high for years - declined dramatically during the following three months. It was
later discovered that he was deliberately trying not to sell more than any of his col-
leagues, so as not to reveal their inadequacies. He was also desperate not to earn more
than his boss, which he thought would be an unthinkable humiliation that would force
the boss to resign immediately.

Trompenaars also reports that Singaporean and Indonesian managers objected that
pay-for-performancecaused salesmen to pressure customers into buying products they
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didn't really need, which was not only bad for long term business relations, but quite
simply unfair and ethically wrong.

Another example of an American idea that doesn't work well in Latin countries is
matrix management. The task-orientedlogic of matrix management conflicts with the
principle of loyalty to theall-importantline superior, the functional boss. You can't have
two bosses any more than you can have two fathers. Andre Laurent, a French research-
er, has said that in his experience, French managers would rather see an organization die
than tolerate a system in which a few subordinates have to report to two bosses.

In discussing people's relationships with their boss and their colleagues and
friends, Trompenaars distinguishes between universalists and particularists. The former
believe that rules are extremely important; the latter believe that personal relationships
and friendships should take precedence. Consequently, each group thinks that the other
Is corrupt. Universalists say that particularists ‘cannot be trusted because they will al-
ways help their friends’, while the second group says of the first 'you cannot trust them;
they would not even help a friend'. According to Trompenaars' data, there are many
more particularists in Latin and Asian countries than in Australia, the USA, Canada, or
northwest Europe.

17. Answer these questions.

1. How would you explain the concept of «glocalization»?

2. Why might a 50-year-old Japanese manager be offended if he had to negotiate with or
report to awell-educatedbut inexperienced 30-year-oldAmerican?

3. Why was the American concept of pay-for-performanceunpopular in Italy, and in
Asia, in Trompenaars' example?

4. Why do universalists disapprove of particularists, and vice versa?

18. Read and translate the text.
Text 6. HOW TO LEARN

Cultural differences are an important factor when it comes to how and what man-
agers should learn and from whom. Different cultural responses to management educa-
tion are particularly revealing. For example, German and Swiss managers tend to favour
structured learning situations with clear pedagogical objectives, detailed course outlines
and schedules, and the 'right answer' or superior solution. This is very much in contrast
with the view typically held by people from Anglo-Saxon cultures such as Britain and
the USA. Most British participants in courses dislike a structure that is too rigid. They
tend to prefer more open-ended learning situations with loose objectives and practical
tasks. The suggestion that there could be only one correct answer is less acceptable to
them.

The idea of working in groups may come more naturally to Asian managers than to
the more individualistic Anglo-Saxons.On the other hand, Asian participants experience
more difficulty having to 'sell' their ideas in a group, with the potential for open disa-
greement and conflict, and therefore possible loss of face. Nor do they quite see the
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point of learning from other students who are no more knowledgeable than themselves.
Wisdom resides in the hierarchy.

Group discussions may seem perfectly natural to Americans, who have been en-
couraged as students to express their own ideas and opinions. British students too have
been educated to challenge and debate the ideas put forth by each other, including the
teacher. British culture values the ability to prove one's case, eloquently, even at the ex-
pense of others. Anglo-Saxon culture is more tolerant of confrontation and uncertainty,
and is less concerned with status differences, either among participants or between
themselves and the teacher. This can be quite a shock to students from Asia and many
Central European countries, which are not used to either voicing their opinion in class,
disagreeing with each other, or actively debating with the professor.

Training that makes extensive use of case studies, business games, and manage-
ment exercises such as role-plays, favours learning by doing rather than learning by lec-
ture and reading. It indicates a preference for experiential or active learning rather than
cognitive or reflective learning. It also reflects an inductive rather than deductive ap-
proach; cases or exercises are used to arrive at general principles or theories (the Anglo-
Saxon approach) rather than starting with a theory or framework, which is then applied
to a given situation (the approach in many countries in Europe). As a result, so Europe-
an managers may not always see the point of some of these exercises, and some com-
plain that seminars conducted by US trainers are not sufficiently serious or theoretical.
US managers, on the other hand, want training to be more concrete, practical and fun.

With each culture favouring different training and development practices, it may
be difficult to integrate these into a coherent or consistent policy within an international
organisation. However, standardising training methods may be important if the compa-
ny needs to communicate specialised knowledge quickly across different units, or if the
special quality of the company training programmes is regarded as a major source of at-
tracting new recruits.

On the other hand, multinational companies may have a lot to gain from crossferti-
lising different approaches, and providing opportunities for training and development
that appeal to people with different abilities, learning styles, educational backgrounds,
and, of course, cultures. In fact, working with groups of managers from different coun-
tries often requires a mixed pedagogical approach, as well as the use of trainers of dif-
ferent nationalities.

From Managing Across Cultures,
Pearson Education Limited

19. Answer these questions.
1. Which of these statements gives the best summary of the text on the opposite page?
a) Multinational companies should try to standardise their approach to training and
development.
b) The way people learn should be considered when planning international training
COUrses.
¢) The US approach to training is the most effective.
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2. Which approach to training in international organisations do you think the authors
prefer

a) standardised training methods

b) a mixed pedagogical approach

20. Mark these statements T (true) or F (false) according to the information in the
text. Find the part of the text that gives the correct information.

1. German and Swiss managers like training courses to be clear and well-structured.

2. British managers dislike training courses and prefer to learn by doing things on the
job.

3. Asian managers want to learn from the teacher, not from each other.

4. Courses attended by British and US participants often lead to conflict and arguments.
5. British trainers are often concerned about the status of participants in their seminars.
6. British and American trainers like using role plays and simulations.

7. European managers consider American training courses to be badly organised.

22. Read and translate the text.
Text 7. HOW TO LEARN IN A GLOBAL CLASSROOM

Today's Tuesday, this must be Hong Kong. No, not the confused words of a jet
lagged traveller, but the words of an international executive on a business management
course.

Our German manager from Lufthansa will have flown in to the former British col-
ony on whistle-stoptours of LG, the Korean conglomerate, and Standard Chartered
Bank, whose main operations are in the Middle East andAsia-Pacific, as part of his in-
ternational training programme. After that, the next stop could be Brazil to see how
ABB, the international engineering group, adapts its working practices to local condi-
tions.

The globe-trottingexecutive is already awell-establishedfigure in the international
picture. But he or she is now being joined by the global executive on a management
training course. Why hold dryin-housestudy programmes, repeating old ideas, when the
environment that today'stop-flightexecutives operate in is global? Business schools have
responded by offering courses in which the international element is the central point. At
London Business School's Global Business Consortium, for example, a senior manager
from each of ABB, British Telecom, LG, Lufthansa, SKF from Sweden, and Standard
Chartered Bank come together each year to learn about how different global businesses
operate.

Each of the regions of Europe, Asia and South America are represented in the op-
erations of these six blue chip multinationals. The emphasis is on participants learning
from each other. Insights into cultural pitfalls and practical guidance are also part of the
package.

But the only way of getting a feel for the special considerations of operating on the
ground in another country is to visit the region itself and meet local leaders, academics
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and senior managers. Here course participants will aim to gain a better understanding of
the relationship between global strategy and regional characteristics. Each of the partic-
Ipating companies acts as host to the other five as part of the modulebased learning pro-
gramme. On site they will work in a multinational team analysing various aspects of the
host company's strategy.

The Ashridge European Partnership MBA has been running since September 1998.
Three German companies - Lufthansa, Deutsche Bank and Merck — have formed a con-
sortium enabling employees to study for an MBA with Ashridge Management College,
in the UK. 'The English learning atmosphere is different from that in Germany,' said Dr
Peter Weicht, director of personnel and organisational development at Merck, the inter-
national chemical and pharmaceutical group. 'It is good for team-building, which will be
very important between different cultures. In England there is a more relaxed relation-
ship between lecturer and student.’

Dr Martin Moehrle, head of management development for Deutsche Bank, also fa-
vours global training. 'In Germany we are too domestically oriented; to become more
international it is a must to be exposed to the English language and to other industries.'
He was impressed, too, by the 'modern approach' of the Ashridge MBA compared with
its more technical, accounting-ledGerman equivalent, which is less concerned with
leadership issues.

Another plus for organisations favouring the international element in training is
that it will help them to attract those ambitious men and women who want to continue
their studies. These training options enable high-fliers to carry on with education with-
out leaving the company. However, there are drawbacks.

Deutsche Bank, in particular, has had the experience of talented employees leaving
their job to attend the Ashridge course, only to join another company later.

22.Answer these questions:
1. a) How many companies take part in each programme?
b) Which company is involved in both programmes?
2. What is the main emphasis on the London Business School (LBS) Programme?
a) to learn about how different global businesses operate
b) for the participants to learn from each other
¢) to provide experience of working in multinational teams
3. In which country does the second programme take place, and what language is used?

23. Mark these statements T (true) or F (false) according to the information about
the LBS Programme. Find the part of the text that gives the correct information.

a) Much of the course is based on lectures and discussions.

b) The programme runs every year.

c) The programme is aimed at young managers with high potential.

d) The participants travel a lot as part of the programme.

e) Part of the course involves staying in Brazil to get work experience.

) Each participant visits five different companies.

g) The programme involves a lot of project work.
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24. Discussion questions

1.

Which of the following do you think have been the most important influences on

you?
Do you think the same is true of most people?

2.

the characteristics you inherited from your parents

your family environment in early life

your friends and social life, the things you do in your free time
primary or secondary school, teachers and what you learnt
higher education

your job

the culture of the particular company

the people in your team
Do you believe that it is possible to sum up national characteristics in a few words? Is

there usually some (or a lot of) truth in such stereotypes? Or, on the contrary, do you
find such stereotyping dangerous?

3.

For management positions do you think the job or task should be adapted to the per-

son who does it, or should the individual employee adapt to the needs of the job?

4.

Would you like to work for a company that had a pay-for-performancepolicy? Does

this only work for salespeople, or could it be extended to all jobs?

5.

Do you like the idea of matrix management, or would you rather report to only one

powerful boss?

6.
. Do you like to learn from other students?

. Do you like using role plays and simulations?

. In your company or in your country is it acceptable to :

e 6 6 o o o o o o o o6 o O 0o

Do you like to work in a team?

show that you are emotionally involved in your work?
make eye contact with hierarchical superiors?

wear fairly casual clothing to work

make jokes in meetings?

disagree with superiors in meetings?

occasionally arrive late for work or meetings?
socialize with superiors or/and colleagues

gesticulate while you talk

move very close to someone as you talk to them?
touch someone on the arm as you speak to them?

look at someone in the eyes for a long time while talking to them?
laugh loudly at work and in meetings?

10. Do you read a guidebook before going to a foreign country, especially one where
you don't speak the language?

79



EXERCISES

1. Answer the questions:

1. What is your field of science/research?

2. What is your particular area of research? What are you specializing in?

3. What are the latest achievements in this field of science?

4. What fundamental discoveries have been made in your field of science/ research?

5. Can you name some outstanding researchers in your field of science? What contribu-
tion have they made?

6. Do achievements in your branch of science/ research influence everyday life? In what
way?

7. What further developments can you predict in your field of science/ research?

Active vocabulary

- to do/to carry out/ to carry on/ to conduct research
- to contribute/ to make a contribution to

- to influence/ to affect

- to study/ to investigate/ to explore

- to put forward an idea

- to suggest an idea/ a theory/a hypothesis

- to advance/ to develop/ to modify a theory

- to predict/ to forecast/ to foresee

- to accumulate knowledge

- field of science/ research

- latest/recent achievements/developments/advances
- an outstanding/prominent/world-known scientists/researcher

2. Complete the following sentences. Speak about your field of science/ research.
1. I do/ carry out research in the field of...

2. It is the branch of science that studies...

3. Major developments include advances in ...

4. Remarkable advances have been made ...

5. My current field of science/research is ...

6. It 1s difficult/ not difficult to foresee/predict ... .

Active vocabulary

- to deal with/ to consider the problem

- to be the subject of special/particular interest

- to be interested in

- to be of great/little/no interest/importance/significance/value/use
- to take up the problem

- to work on the problem

- a lot of/little/no literature is available on the problem
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. Answer the questions:

. What is your research problem?

. What is the subject of your research?

. What is of special interest in the problem of your research?

. Why has the interest in this problem increased considerably in recent years?
. What concept is your research based on?

. Is there much literature available on your research problem?

. What are the main aspects of the problem that have been considered?
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Active vocabulary
- purpose/aim/objective/goal/target
- a method/a technique/ a procedure
- detection/identification/observation
- measurement/calculation/computation/approximation
- consideration/generalization/deduction/assumption
- modeling/simulation
- advantages/merits
- disadvantages/shortcomings/limitations
- accurate/precise
- accuracy/precision
- reliable/valid/conventional/effective/useful/valuable
- data/results/method
- to make an experiment/analysis
- to reveal/to find/to confirm/to prove evidence
- to study/to examine
- to collect data
- to create
- to improve
- to work out/to develop/to design
- to verify/to check
- to approve/ to disapprove an assumption
- to use/to employ/to apply
- to allow/to permit/to provide
- to come into use
- results/findings/data/observations/evidence
- comprehensive/extensive
- detailed
- remarkable/encouraging/convincing
- preliminary
- sufficient/insufficient
- to collect/to get/to receive/to obtain data
- to treat the problem
- to succeed in/to make progress in/to be a success
- to fail in
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- to be similar to/ to be the same as

- to coincide/ to be consistent with

- to agree with/to fit the assumption

- to support/in support of

- to conclude/to come to/to bring to a conclusion/to make conclusions

. Answer the questions:
. What is the subject of your current research?
. What is the purpose of your research?
. What method do you employ? Why?
. What are the advantages of the method used over other methods or techniques?
. What does the method consist in?
. Do you find the method reliable/precise? Why?
. How much time will it take you to complete your research successfully?
. Have you already obtained any research results?
. Has your research been successful?
10.Do your results coincide with those obtained by other researchers?
11.Are your results of theoretical or practical interest?
12.Do the data/results/observations/findings allow you to come to any definite conclu-
sion(s)?
13.What conclusions have you come to?
14.How long will it take you to finish your research?
15.Are you going to publish the results obtained?
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5. Complete the sentences with the words from the Active vocabulary section.
Speak about the purpose of your current research, the method used and the results
obtained.

1.Currently I ...

2. I make the experiments/analyses in order to ...

. The purpose of my experiments/analyses is to ...

. In our current research we ... the method of ....

. The method/technique allows/permits ... to ....

. The method/ technique makes it possible to ...

. The method proves to be ...

. At present a lot of work is being done to ...

. The results we have ... so far cannot be used to ....

10. The evidence appears to ..

11. As a result of numerous experiments performed we have obtained sufficient data to

O 00 W bW

12. We have come to the conclusion that ... .
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