UNIT

1 Communication

‘When people talk, listen completely. Most people never listen.”
Ernest Hemingway (1892-1961), American writer
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Think of a good communicator you know. Explain why he/she is good
at communicating.

ﬂ What makes a good communicator? Choose the three most important
factors from this list,

*  fluenty In the langeage & anealensive vocabulary = g sense of humour

& grammalsiol Accuracy & heng ngood ISTenss & physicsl appearance

*  anawareness of bady « nat beang afraid of ®  nosrang adcent
language making mistakes

0]

What other factors are important for communication?

Discuss these guestions.
1 What larms of wilben and spokeén communscation do you like using? Whiy?
& ‘What problems can pedpie nave with the dilferent farms of commundeation?

3 How dovou think those proldems can be sohed?

Which of these words apply to good communicators and which apply

Good to bad communicators? Add two adjectives of your own to the list.
communicators articulate coherent eloguent extrover] fluent
focused hasitani inhibited PErSUALIVE rambling
FEsEnEd Tespans e sensilive s VARLE
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UKIT1 == COMMURICATION

Which of the words in Exercise A have these meanings?

1 eoncise 5 clear and easy 1o understand

2 reluciant to zpeak & moad at influencing peopis

1 talking in a canfused way ! outgoing

4 abls to express ideas well 8 pamer o react and comminicate

Complete the extract below from a talk by a communication expert with
the verbs from the box.

|+.1a.-f'..' confuse  dlgress  engage exolaln  lofeupt  bstes ramble

Gaad communicators really liiten o peaple and take in what is zaid. They maintam
eye contact and have a relaxed bady language, bur they seldom . ... . and stop
people taiking, If they don’t understand and want to *somathing, they wait for
asulfable ppporiunity.

When speaking, effecthve communicatads are gaad at glving inférmation. They do nat

* their listener. They make their polnts clearbs They will avoid techaical terms,
abhreviations or jargon. IFihey do need fouse unfamiliar terminology, they ' by
Eiving an easy-to-understand czample, Furthermore, altbeugh they may in mrier
ta elzborate a paint and pive additional Infermation and defails where appragiiate, they
will nat .._........ "and lase sight of thelr main meszage. Realty effective communicarars
wha have the ability to .. " with colleagues, employees, customers and suppiiers
are o valuable assst For any busness.’

o4 o1 Listen to the talk and check your answers.

Think of a poor or bad communicator you know. How could they improve
their skills? What advice would you give them?

i} (vi.2 Listen to the first part of an interview with Alastair Dryburgh,
an expert on commuonication. Does he think technology makes good
communication easier?

o) (1.2 Listen again. What four key points does Alastair make about
communication?

o4 (1.3 Listen to the second part of the interview. Alastair gives an example
of a company which has used technology to change the way it communicates
with customers. Give reasons why It communicates well,

il (01.4 Listen to the final part, where Alastair is describing a bad customer
experience, What mistakes did the company make, and how could they have

improved the customer experience?

Discuss an example you know of a company which communicates well with
its customers or a company which communicates badly. What advice would
you give to the bad communicator?
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E-mail: for and
against

B o

What irritates you most about these forms of communication?
e-mail

mipbile phixne

conference calling

wedcemai

BlackBemry

with présentatian

What are the advantages and disadvantages of using e-mail?

Read the article on the opposite page quickly and choose the best title.
1 Tirne to swilch your BlackBerry off
1  How todeal with your inbo

3 Aguiet word beats sending -mail

Read the article again and list the advantages and disadvantages of using
e-mail, Does the writer mention any that you listed in Exercise B?

Find expressions in the article which mean the following.
1 [looking at another person (paragraph 2]
upsetting ar embarrassing someane by bedng rade or tactless [paragraph 2)

F
3 mnot be caught or penished when you have done something wrong (paragraph &)
& peetend samething id trodin oider 0 dediner people [paragraph &)

5

keeping wiifing or jalking o someone, &ven [hough you do nof see them offen
{paragraph 8]

& aiming anidea or product at someone (paragraph 8

Complete this text with the expressions in Exercise E in the correct form.

| dor’l hivee & problem with him hig family whildt he's posfed averseas and
sendiig e-mails in office time, That's not the main issue. Howewer, if o thinks he can

! sending such abusive e-mails to colleagues, he is sadly mistaken and hell have
o face the consequences af his actions lated, He is chearly "about his collpagues
and spreading nasty rumours, He'd be better off speaking to colleagues * if he had
probiems with them. He's sHghtly better when speaking with customers, but he needs to
think about who he's speaking 19 when he's our products to them, And he just
doosn't knaw how to sy na 10 peeple without -

Discuss these questions.
“Business is best done face ta face.” Do you agree?

How cauld communication be improved in your organisation?

1
F|
I How will commpnication change in the office of the luiure?
& What do yau do when you rébeide & nasly e-mail?

5

s communicafion better these days with all the new re:hnnlngqr?



LANGUAGE REYIEW
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L T T e o e O O T o o I S T o e T R S S R S IR o I R S A S

by Luke Johnson

E-paanl meight pos be redpomsshde for
the produstivily  Increases that
edcomanmasis dell s dare the Key i
ristng prospurily, Bal it could also
be senbmg us all mawl.

The truih is thal buasiniesss is gene
allly hest dowe face Lo Pace, jamd i thal
ix impossihbe. then spuaking via the
phome; Bud foo many o us now de
hehind sitemt, typed communica
ticins. The trivabile is that 1he recipaent
ol am el does o bear o boee of
vrace or ee a facial expression; nnr
cum the sender mesdify their message
hallway thrmigh, sensing thad o s
cagsing offerce, When v rend on
e-mail, you canrat rell the maad of
the e-nailer

A& permpnont writlen form s
deadly of wom are feeling mapstoots
amcd emsliodm], Tso often T have
mace the mizsiake of sending an
irritable reaponse. which will hpve
festered aiwd angered the other eod
iniich moms than a difficulcsehephon:
exchinges, Spoken wonds fade, it
e-mal ix farever,

Tu b 5o i b esrcser o e toEph v
c=mail . or o gel pway with wenk
SECUSES, o [0 make things op, of
Gy na Almost fovariably, i1
mons - laimenm and Secone n lEve
g real disgozzion rihor than a
B Farre omline conversanon. | Koo
crployees whne bove boen Gred o
sepndung abuive c-mails; ar wha
fave laced sovere foegal comsie-
guences for writing samethang they
shenald have pust said vestadly.

Evervome in bugimess Gk theor
b ix afmost swamped overy doy
wilh apam. [ notice [ spend longer

Idioms

ey ot b
Sl

pong

and longer sorting oo the =-mails
that miter fromm oll dhe pank, It has

5 betcome, I'm afraid, o dongeroucly

corripeed medinm Tarpe companies
stler chiosic ovenise of “peply so all’

Moreovr, e-mail cam be awemble
distraction, capecially if yom wse

oog HlzckBerry | owas recently

reprinianded for pecking at mine
during o boond meetine — a pross
faien of hiypoersy o0 my pat,
Because 1 once Lthigatened 1o sfing

w6 out of the window any PLIA-tvpe

devices being used in meethings
| chamed, | have now viowed o
swilch all both BlackBerry ond
mabile inall mestings — anyehing

rl bess moudicevil.

11 msd be adorred thal ¢-maal
1e lnard by lszul as a0 Lrumsmiier
docmiments amd data: I faeces the
sender by canelully think thrvugh

a4 [heir argiments anid sEpress

grapevine . lkap  mauth  nutshell
ourposes . stick  tall wall  wavelength

themselves logically, Tt allows veo io
reply swiftlv o n Anst of ditfereni
mueEssEnTE when Hme 15 shar, You
fdien 't have foowany abont poumsy
tinnee o syl costs, umneliabls post-
age o angaped phiones o voiceoa|

E-muif 15 a macvelloosls ecomomi-
cal oenl for keeping in fouch with
far-frang compieacial contoers you
can seni tlcm o nobe al voul ko,
34 howes & day, 17 a5 also a terrific
method. ol disenetly amd ditectly
P limng o sadneoims . poscrtul. L
cemuiidly Issals ryiog o gel o el
kg i oy e themy on Hs plione,

Lk wl oo, | oosivaled et alor iy
b withoul -l Meanwhile. |
kit o seivnor B, en ex-chiall
ol a FESE commpramy. whr st hos s
secrolary prind ol s e-mouils biag
i 1 cedl 50 he can then duwcrate
rephies Jor her b el buck. Mow
thal r=ally 1€ mad

Complete the idioms below with the words from the box,

piztura

al loputiting

o] toopel straght o the

gl caa't make head nor ol il

Rl totalk ot omss

£l Io kearif an the I} b beat abaul the

d] o pu spmeane in the o b el b sEvaight Tram the Bborses
&) to pet the wrong erd of the B} bo b ke talking fo s beick

1 tobean the sams b te Reeg sameone in the
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to keep someone in the
loop

¥

to be on the same
wavelength

]  Match the idioms in Exercise A to these definitions.

B =~ & WA W R

7

a0
1
12

to fail to understand anyihing 9

1o shiare similar oplnions and ideas

o glve the main fecls in a shost, clear way
o not undecstand something

fo delay talking aboul somathing

o g i the Batest infonmalan

1o talk abaut the mast importand thing

fo heat about something because the infarmation has been passed
from pme person te anothes in comeersation

fo be 1old something by someane who bas direct knowledse of it
ta try 10 cammunicate with an unresponsive person

to include somesne in group COMMunication

o not understand someone

Complete these sentences with the idioms from Exercise A in the
correct form,

= O W B bl R e

10

11
12

O, U . Pmoafraid iPs the Last time we're going (o miss a deadline,
Paola and | and agree on mast things, We sesm Lo be

A ot happenad while you were on holiday, Let me

I think we are . I mean next week, not this week.

Hee ndwer gives you a straight snswer, He's alwoys

U, That be's b fired, 15 40 bnee?

The new ofganogram is very complicated, butte . ..., . we sHilrepart (o the
=M manager,

Eirrv afraid {hat i’ sght. 1 you think aur biggest problem is communication, then
you have .,

This document from owr subsidiary makes nosense atall. | ... ... '

I%ye Eried 1o gel my supplicr 1o give uda discount several Simes, bul they just wan't,
[ 11—

The company is godng bankrupt. The CEO told me himself, | heard it

I'tl need regular updates about the progress of the profect. I'l also need to know
whinls going on when Uen away Please

Ask your partner these questions.

— BN W B W R e

What hawve you heard on the grapevine recently?

When is it necessary to pul someane in the pictune?

inwhal situations is it good 1o gel straight o the paint?

is these anything wou can't make head mor tad of?

‘Whiz are you on the same wxrvelength as? Why?

Have you ever felt you were talking (o a brick wall?

When have wou been Kept aither in or out of the loop? How did you feel?
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What expressions can you use in these phone situations?

DEH['“_E 'l'l"llth a) the parson speaks too fast or too gulethy
communication bl vou want spmeane o stop lalking while you do something
breakdown

C] wou dor't understand a word,expression the other person uses

dl youwant tomake swe of the spelling of something

o) youwant mere infarmation abaut a subject

1) the cannection is net gaod amd you can't continee the comversalion

gl you wanl booeenfivm some Endormalion

fi 01,5 Listen to a telephone conversation between Bernard Klebermann
and Koichi Sato. Which of the problems mentioned in Exercise A do the

speakers have when communicating?

i 1.5 Listen to the same two speakers in a similar conversation. Explain
why the second conversation is better. Give as many reasons as you can.

E o (015 Listen to the conversation again and complete these extracts with
words or expressions from it.

1 That's paad. Coddd vou while | get a pen?

2 Sorpy Bemand, | - Could vou a lixtle,

pleise? | need 14 1aks Bame nnles.
3 Letime. . flit: 200 posters, pens and pencils aad 50 bags. it

4 Sesl-_ sormy, could you
think | know the company,

me, plegse, Berrard? | dan't

5 “They've plaged an order for 518 of the new Lagsers "

Loy, 550 lasers
&  Sorry, | don't follow you, What roll-out’ ol T

Bul | meed details about the company .. Sormy, it's
Couldwau . ... . . please? | can't hear wad very well,

|

8 Sorry | still can'thearyow I8 L . mawhea the line will be tatter.

B3 Match each extract in Exercise D to the situations you discussed in
Exercise A, Two of them correspond to the same situation,

ﬂ Work in pairs. Role-play two situations.

Student A: Turm to page 132, Student B- Turn 10 page 1£0.

USEFUL LANGUAGE

ASKING FOR REPETITION
Sorry, coild yau repeat that?
| didrt (guste) catch that
Could you speak up, oleasel

Could you say that agalm,
please?

ASKING FOR CLARIFICATION
We'hal do wou mean Dy 7
What does ... mEan?

Could wau clarify that?

CHECKING INFORMATION

Wil /Could ail spell fat,
please?

Can | mead that back to
fou?

FROBLEMS WITH
UMDERSTANDING

Cprry, I'meneat with yow,
Sorry, 1 don®t foblow vou.

Sy, I'm mat sine | Knicw
what wo0 mean

ASKEING FOR FURTHER
IHFORMATION

Could you give me seme
miare details, pleage?
Coikld you bea bif mons
specifics

Cosiglid yoi explain thal in
muore detail?

TECHNICAL PROBLEMS
Sarry, 11 & bad line

i | gl o back?

It's a terrible connoction,

I'rm - afrabd ' have to got
brach fa you Eater

Sarmy, we were ol off,

SUMMARISING THE CALL
Let e go over wihiat we've
agreed.
Let me just summarise...,
11



Case study

12

The price of
SUCCGESS

Poor communications are affecting
the performance of a fast-growing
electronics company

Background

Baged n Seattle, US, W.C. Hooper Inc. (WCH) 15 amanudfaciuner pnd

destributer of hitech elecironic products, ranging from execu e

foys (o state-of-the-art digital camerss: The company kas grown

rapicls Imthae kast 20 years and unbll recently, its perdorman &
has bean exceblont. However, proldems have arlson canceming

commanicalions, both intermad and external, and thebe are beginning

1o kmpact-on the efficdency of the business: A new Communications

Dheectorn, Belty Frniedimaan, ks been hed, and one of her thsks 1510

impnoee communications in the cempanky,

A product defect Lawrence Discount Stores

A weakneis |n the company's communkcalion Another incident a few weels ago showed Uhal
was highlighted by the following incident, What intermal communications in the company were not
mistakes do you think wore made in the way warklng well. Read about the problem and discuss
this problem was handled? How could they be the reason(s) why WCH lost animportant cusiomer
remsadied



The new Communications Director

Betty rriedman, the new Communlications Mrector, hired & Arm

of consullants, Ward dssociales, (o analyse [he communications
problams in the company and to come up with recommendations
for Impravement, Resd this extract from the reparl

1 Internal communications

Problem;
Communications betwsan Direclors and Haads o
Diimesrirent reesd 1o D ivsroveed,

Recammendalions:

o Heaos of Caparment should send weskly repons 1o
the Board of Cireciors. This would enabie Ciresions to
keap iy touch ath key cevalopments 1 e company

& A peyw maragar should be appointed to bé inchangs
of key aocounts, guch as the Lawrence DEgoun
Storas account, Hed'Sha wooldh erisare that key
CUBIDMErE Ware qiven personal atenton

2 Sales reps/Head Office

Probilem:

Heod Offize 1= nol recaning edormaton guckdy mom ssfes
representatives, This hag resdted In delays In procsssing
cekrs el insucied rdommalion aboul Guestormens

Recommendation:
izeue all Ealea raps with Bfac=Barny dedces andinatuct
reps Lo serdl cialy reinits o dhe Setes Daparmsant

d# 01,7 Willlam Hooper is talking to Batty
Frredrman, Listen [o his regctien a the considlanis”
recommendations and semmarise his atistude

to weekly reports, appainting & rew accaunt
manager, and delective producls,

3 Customer Services Department

Frofbem:
Tz depadnen: reeds & Rew procedkrs for dealng with
it cormplaEnts

Recommendalion:

Any cormplaim st 3 product winich:has healt snd
salaly Impicaninm shoukd B Ionssmss srrmsciabey o
ihe folowing doeparments: MWarketing, Ressarch and
Diervedopment, Priblic Reatons,

ol C0vLE Listen to Joanna Merkowitz; & sales
mepresenbaee, ficing to Batty Friedmaen aboit
the conseitants’ recommendations. Why | she
agams] giving daily repars?T Whiy does she emjoy
harjob sa much?

1 Waork im smsll grosps, Yoo &e members of The Board al Dimctars
Criscuss each of the consuftants' recommendations, Declde

vatiEllber ol agrae of disagres wlih eack recomimendation, nalirg

L-L_J__:__‘__:___.:_..p—l—-'lﬂ-

G YOI reasons

2  Corsider any ather ideas thal yowr grap Bas te Improge

commumications in Wik,

Wimfely e Case study conrentary o b OVD-ROML ﬁ

Writing
fis Commumications Divector at WCH, write a follow-up o-mail to the Head of
Ward Assaciates, summarlsine the declsions you have talken. with vour reasons,

Wiiting file pape 127
13



