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INTRODUCTION

IIpaktnkym «MexXJIHMYHOCTHBIE KOMMYHHUKAIIMM B KOMMEpPUYECKOU Jes-
TENBHOCTH Ha AHTIHMICKOM S3BIKE» IpeJHa3HaueH Ui CTYIACHTOB 4 Kypca
cnenmnanbHOCTH «KoMMeprust (ToproBoe nmeno)». IIpakTHKyM COCTOHUT H3
CeMH TJaB, KakJas U3 KOTOPBIX COACPKUT OCHOBHOM TEKCT IO MpPOTpaMme
npeaMeTa U KOMIUIEKC YIpakKHEHWH, HamlpaBJIeHHBIX HAa PacHIMpEHHUe CIlIo-
BapHOTO 3amaca, TPEHUPOBKY NE€pPEBOAA U JanbHeillee pa3BUTUE Pa3TOBOP-
HBIX HaBBIKOB, a TaK)KE YMEHHE BBICKAa3aTh COOCTBEHHYIO TOYKY 3PEHUs II0
MPEeATOKEHHBIM TeMaM. [J1aBbl 3HAKOMST CTYACHTOB C JI€JIOBBIM STHKETOM,
MpaBUJIAMHU BEJICHUS TEJIC(OHHBIX MEPErOBOPOB, CTHISIMH TIOBCACHUS, TCX-
HOJIOTUSIMU CO3JaHMSI MUKPOKJIMMATa B KOJUIEKTHBE, CTUISIMU PYKOBOJCTBA U
T.1. Bce KOMMYHHKAaTHBHBIC YIPaXHEHUS COCTABICHBI OT IPOCTOTO K CIIOXK-
HOTO, W TIOCIIE M3yYCHHS Ka)KJOU TJIABBI IIPOBEPSIOTCS YMEHHS IHAIOTHYIC-
CKOM M MOHOJIOTUYECKOM pPEUHn.

JanHOEe MeTomuveckoe mocoOue peKOMEHIOBAHO IS PAa3IMIHBIX CIIe-
OUAIFHOCTEH, TIPOIOHKAIONINX M3yUCHHE ISJIOBOTO aHTIIHICKOTO SI3BIKA.



Unit |
BUSINESS ETHICS AND BUSINESS ETIQUETTE

|. Read the text
Business Ethics

Ethics is closely related to social responsibility, but it is not identical.
Ethics are the moral standards of right and wrong behavior. Moral or right
behavior is considered ethical behavior, while wrong behavior is considered
unethical behavior. In the business world right and wrong behavior are not
always clear. Many unethical behaviors are illegal, but not all. People have
different values, which leads to behaviors that people view as ethical while
others do not.

Ethics is also considered to be relative. In one situation people may feel
certain behavior is ethical while the same behavior in a different situation is
unethical. For example, many people who view abortion as normally unethi-
cal, believe it to be ethical in the case of rape; some students will copy oth-
ers’ homework, but not exams in class because they think that is cheating.

In our daily lives, we face decisions in which we can make ethical or
unethical choices. We make our choices based on our past learning from par-
ents, teachers, friends, etc. Our combined past makes up what many refer to
as our conscience, which helps us choose right from wrong.

Ethics and economics are not mutually exclusive. Does unethical beha-
vior pay? While not everyone agrees, many businesspeople agree that bad
ethics eventually drives away customers and suppliers and demoralizes em-
ployees. In the short run, ethics may not pay, but in the long run, in competi-
tive situations, it often provides an upper hand.

Four Levels of Ethical Questions

In the business world most questions or decisions fall into one of four
levels, which are not mutually exclusive.

Level 1. Societal: At this level, the questions are about basic institutions
in a society. The problem of equal employment opportunity is a societal
question. Should minorities and woman be given special treatment in em-
ployment and promotion decisions? Another societal question is the role the
government should pay in regulating business and society.

Level 2. Stakeholders: Thee questions refer to how the organization
should deal with its stakeholders — employees, consumers, neighbors, com-
petitors, suppliers, and the government. As stated earlier, business has a re-
sponsibility to be ethical with each of these stakeholders.

In relations with the government, special interest groups establish politi-
cal action committees (PACs) to influence legislators to regulate in their best
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interest. Political action committees are organizations formed by special-
interest groups to accept contributions and influence government behavior.
PACs provide a taxable way for corporations, unions, and other special inter-
est groups to contribute hundreds of millions of dollars to political candi-
dates.

Level 3. Internal Policy: These questions refer to the nature of the rela-
tions between the company and its employees, both managers and nonma-
nagers. What are the rights of employees? How does the organization deal
with internal ethics?

Level 4. Personal: At the last level we must question our treatment of
others within the organization. We must decide to be ethical or unethical in
our everyday relations with fellow workers. Will we choose to be open and
honest?

We must look at our own behavior at all four levels to examine our eth-
ics and to improve them. We may not be able to improve others’ ethics, but
we can control our own behavior. A good example often speaks louder than
words.

Type | and Type Il Ethics

Type | ethics refers to behavior that is considered wrong by authorities,
yet not accepted by others as unethical. The number of people who do not
accept authorities’ decisions on wrong behavior affects people’s decision to
behave in unethical ways. For example, if college authorities say that copying
others’ answers on an exam is wrong/unethical, yet students do not agree
with authorities, the number of people who cheat will tend to be higher.
People tend to rationalize, “everyone does it; it’s okay to do it,” even when
the number “everyone” is actually a small percentage of the population.

A person who knowingly conducts unethical behavior because they do
not agree with an authority’s view on ethical behavior is guilty of Type I eth-
ics. For example, the company rule says there shall be no smoking in a spe-
cific area, yet the employee does not believe smoking is dangerous and
smokes anyway.

Type 11 ethics refers to behavior that is considered wrong by authori-
ties and the individual, yet conducted anyway. A person who agrees that the
behavior is unethical, yet conducts the behavior anyway, is guilty of Type Il
ethics. To continue the smoking example above, the employee knows smok-
ing is not allowed and agrees that it is dangerous, yet smokes anyway.

A Simple Guide to Ethical Decisions

When making ethical decisions you should consider all the relevant
stakeholders, not just yourself and your organization. If after making a deci-
sion you are proud to tell others (stakeholders, bosses, employees, friends,
religious leaders, etc.), it is probably an ethical decision. If you are embar-
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rassed to tell others your decision, or you keep rationalizing the decision, it
may not be ethical.

Il. Words and expressions to be remembered.

ethics — stuka

identical — naenTHYHEBII

is considered — canTaercs

unethical — sesTuHBIH

clear — sicHBIN, MOHATHBIN

illegal — He3akoHHBII

supplier — mocraBIuk

to provide an upper hand — oxep>ath Bepx, 0J10/1€Th, BEIUTPATh
equal — paBHbIit

special treatment — ocoboe oTHOIICHNE
promotion — moBsIIeHKE MO CITyxKOE

to refer to — oTHOCHTECS K

contribution — Bxiiajt; B3HOC; COTPYAHHYECTBO
to deal with — umeTs nemno ¢

authorities — Bmactu

to be guilty of — 6ITs BHHOBHBEIM

lll. Give Russian equivalents to the following words
or expressions

— relative —

— to face decisions —

— based on our past learning —
— conscience —

— mutually exclusive —

— to drive away customers —
—in the short run —

—inthe long run —

— competitive situations —
—societal —

— basic institutions —

— minorities —

— stakeholder —

— legislator —

— internal policy —

— to rationalize —



IV. Give English equivalents to the following words
or expressions

— OJMHAKOBBINA, MACHTUYHBIA —

— LIEHHOCTH; KPUTEPUHU —

— IIOBCEIHEBHASA JKU3Hb —

— OTJIMYATh XOPOIIee OT IUIOXOTO (MIPAaBUIBHOE OT HENPABIIIEHOTO) —
— IEMOPAJIN30BaTh, NOAPHIBATh AUCLUIUINHY —

— OKyHaTbCs, OBITh BRITOAHBIM, IPUHOCUTH JJOXOM —

— paBHBIE BO3MOXHOCTH TIPH TIOTyYEeHUH PaOOTHI —

— yupeKJaTh, yCTAHABJIUBATh —

— BJIMATH HA TIOBEJCHUE rOCYIapcTBa (MIPABUTEIBLCTBRA) —
— [IOABEPTraTb COMHEHUIO —

— COBEpUIECHCTBOBATD, YIy4IlIaTh —

— xoJuiery (Ha pabdore) —

— HEeOOJIBINOM MPOIICHT OT BCETO HACCIICHUS —

— OBITBb CMYIIIEHHBIM, 9yBCTBOBATH HEJIOBKOCTH —

V. Answer the questions

1. What is ethics?

2. What is considered ethical and unethical behavior?

3. Why do people view ethical and unethical behavior differently?
4. Why is ethics considered to be relative?

5. How do we make our choices in our daily lives?

6. What helps us choose right from wrong?

7. Are ethics and economics mutually exclusive?

8. Does bad ethics attract or drive away customers?

9. How does bad ethics affect employees?

10. What levels do most business questions fall into? Describe them.
11. What is Type | ethics?

12. What is Type Il ethics?

13. What should you consider when making ethical decisions?

14. How should you feel if you have taken and ethical decision?
15. How should you feel if you have taken an unethical decision?

VI. Read the text and retell it in English
Daytime Clothes

Guests at a formal function, fraught with honors and protocol, should
dress up to the occasion.

Guests may, of course, wear formal clothes whenever principals present
will be wearing them. But they are by no meant necessary except at official
ceremonies, and then only for those who have an official function of some
sort. A young man who is a mere guest will doubtless always feel better in a
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blue suit. But he should give the blue suit the full treatment: white shirt,
white handkerchief, black shoes and socks.

A handkerchief in your left breast pocket is completely optional with
daytime clothes, but if you choose to wear one it should be spotlessly clean —
i.e. not used as a handkerchief.

When introducing people to each other, don’t worry about the techni-
calities of introductions, just remember that:

— A man is always presented to a woman, not a woman to a man.

— The honored one’s name is said first; the name of the person being
presented follows.

— “May I present?” or “May I introduce?” or “I have the honor to
present.” They’re all correct, but they’re a bit stiff for modern usage. A plain
and simple, “Mrs. Broflovski, Mr. Davidson” is enough — or, if you like,
“Mrs. Broflovski, this is Mr. Davidson”.

And you needn’t go on to give each a biography of the other unless it’s
perfectly natural and logical to explain people to each other:

— If you’re on first-name terms and you’re introducing one first-name
friend to another, you may say: “Victoria Broflovski, Stacey Hamilton”, or
“Vicky, this is Stacey Hamilton.”

— By the rules, present the young to the old, the lesser to the greater.

—When more than two people are involved in your introduction, forget about
rank or sex (for the moment). Mention the newcomer’s name, then the names of
the others in the order in which they happen to be sitting or standing at the time.

— At large informal parties in your own house it is a nuisance to every-
one to take each new guest on an introduction-tour of the room.

— In public places when the meeting is to be brief an introduction is un-
necessary.

— There’s no point in introducing the departing guest to the arriving one
as they meet at your door.

When you are introduced you stand, whether being introduced to a man
or a woman.

VII. Translate the text into English, using the Word List below
IIpaBuia 3Tukera

To, 4T0 cuuTaeTcss MPU3HAKOM YTOHUYEHHOCTH B OJHOM CTpaHe, MOXET
OBITh paclieHEHO Kak rpy0ocTh B Jpyroil. B apaOckux crpaHax, K IpUMepy,
HE MPHUHATO JAPUTh MOJAPKH KEHAM 3HAKOMBIX MYXXYMH, HO TPHEMIIEMO
JapuTh NOAAPKH UX AeTsM. B ['epmanun BpydeHue >KeHIMHE KPAaCHOH PO3bI
pacleHnBaeTCs Kak MPUTJalieHue Ha POMaHTHYECKYIO BCTpEUy, YTO SBIISCT-
Cs1 HEYMECTHBIM, €CJIM BBI NBITAETECh HAJAJUTh C HEH JIeJIOBbIE OTHOIICHUSI.
B Wuagun Bac MOTYT NPUTIIACHUTE MIPHIATH B TOCTH «B I000e Bpems». He xe-
Jlasi CTAHOBUTHCSI HEXKAAHHBIM TOCTEM, BB MOXETE MOJ0XKIATh Ooyee KOH-
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KkpeTHOro mpurnamesus. OfHaKO €clid BBl HE BOCIPUMETE CIOBa MHAMINA
OyKBaJIbHO, 9TO Oy/IET pacLEHEHO KaK OCKOpOJICHHE M MPU3HAK TOTO, YTO BBI
HE XOTUTE Pa3BUBATh JPYKECKUE OTHOILECHHUS.

[IpaBuna sTHkeTa OBIBalOT (hOpMajbHBIMH M HepopMaibHBIMU. Dop-
MaJIbHbIC NTPAaBMWJIA KOHKPETHO OTHCHIBAIOT TO, KAK «MOKHO» M KaK «HEJIb35D»
BeCTH ce0sf B PasIMYHBIX JKU3HCHHBIX CHUTYalHsIX, HAaIpHUMEp, BO BpeMs
npueMa nuimy. HocuTenu KynbTypsl MOTYT BBIPa3HTh CIOBAMH, KaKOe KOH-
KpPETHO HapylleHHe (OpManbHBIX NpaBmwI uMeno Mmecto. HedopmanabHbie
IIpaBuUJIa TTOBEJCHUS B OOIIECTBE TOPa3a0 CIOXKHEE ONPENEIUTH CIOBECHO —
UX YCBaWBAIOT, HaOMOAas 32 APYTHMH JIOJBMHU M TOApaXas MX JCHCTBHAM.
HedopmainbHbie mpaBuiia onpeaeNsioT, KaKk J0JDKHBI BeCTH ce0sl My)KYHHBI U
KEHIIUHbI, KaK M KOTJa OHM IpPHUKAcaloTCs APYTr K JIpYry, KOrja yMecTHO
oOpamaTbesi K YeJOBEKy 10 MMEHM U Tak jaiee. HapyuieHue 3THX HpaBHil
BBI3BIBAET OOJIBIION TUCKOM(OPT y HOCHUTENEH KYJIbTYpbI, OZHAKO OOBIYHO
OHH HE MOTYT BBIPA3UTh CJIOBAMH, YTO KOHKPETHO UX OECITIOKOUT.

Word List

TO, YTO CYMTACTCS MPU3HAKOM YTOHYEHHOCTH — 30.. What is polite
ObITh pacueneHo — be considered
He puHsTO — 30. impolite
npuemiemMo — acceptable
Bpy4eHue — giving
MpUIIIanieHe Ha POMaHTHYECKY0 BCTpedy — Fomantic invitation
HEeyMeCTHBII — inappropriate

® He jKeJas CTAHOBUTHCS HEXJAaHHBIM rocteM — being reluctant to make
an unexpected visit

e konkpetHsiii — definite

e OykBaibHo — literally

® KOHKPETHO OIHKCHIBAET TO, KAK «MOXKHO» U KaK «HEIb3sD» — are Specif-
ically taught “rights” and “‘wrongs”

® KH3HEHHBIC CUTYyaluKu — COMmon situations
HocHuTenu KyibTypbl — members of culture
BBIPa3uTh ciioBamu — put into words
nozpaxarts — imitate
BBIPa3uTh ciioBamu — Verbalize

VIII. Discuss the following cross-cultural questions with your
partner. When you are finished, check your answers with
the answer key

a. Gift giving is very common in Japan. When a Japanese business ac-
quaintance gives you a wrapped gift, what should you do?
1. Open the gift in front of the person who gave it to you.
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2. Thank the person and open the gift at a later time.
3. Return the gift and explain that it is not necessary to exchange gifts.
b. You are attending a business meeting in Saudi Arabia. Someone asks
you to pass the sugar for his coffee. Which hand do you use?
1. right
2. left
3. either one, depending on whether you are left- or right-handed
c. In business dealings with Koreans, which color should be avoided
when writing a Korean person’s name?
1. red
2. black
3. blue
d. In general, which of the following topics would be good to avoid dur-
ing a conversation with Latin American business acquaintances?
1. sports
2. travel
3. local politics
e. In which of the following countries should you not tip?
1. Iceland
2. Great Britain
3. the United States

Write one question about your country’s culture and customs, us-
ing the same format as the questions above.

Answer key

I.r 3 ré. p rI :I rI. .q rlf. p
IX. Imagine that you have been assigned the role of special
advisor to an international business group who will be setting up
a business in your country. These people are not from your
country. Your job is to give the business officials advice about
the customs and culture of your country so they can operate
most effectively in the foreign market. Use the list
of considerations below to help you decide on important cultural

aspects of your country. Make brief notes regarding aspects you
should explain to the multinational business representatives

Dress

e How to dress (suit, casual clothes, etc.)

e  Special colors that should not be worn
Formalities

e How to greet the host (bow, shake hands, etc.)
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e  Whether or not to bring a gift, and what kinds of gifts might be
appropriate
e Who should initiate the actual business part of the meeting (the
host or the foreign guest)
Time
e Time to arrive at a business meeting
e Days and hours of work
Nonverbal behavior
e How close together people should sit at the meeting
e  Whether or not eye contact is acceptable
Sociological concerns
e  Attitude toward work in your culture
e How decisions are made
e How women in business are viewed
e The role of bribes, if any
Additional cultural considerations important for business negotiations
in your country
[ ]
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Unit Il
BUSINESS ETIQUETTE IN THE USA

I. Read the text
Introductions

Although not necessary, having the name of, or an introduction to, a
specific person in the firm you are contacting is helpful and reassuring. Most
companies can refer you to someone within the firm who is able to deal with
your inquiry. Likewise, it is preferable to set up appointments as far in ad-
vance as possible. However, US business is usually relatively informal, and
many US firms are willing to schedule a meeting with you on a short notice.

People in the US like to boast of the open, merit-based system in the
country’s business. In general, it is true that most US businesspeople are ap-
proachable without direct introductions or considerations being paid, and that
people and ideas generally can advance through the system on their own me-
rits. However, access and advancement are neither guaranteed nor smooth.
Some are never able to get the exposure necessary to have their proposals
seriously considered; thus, even worthy proposals may be rejected. Neverthe-
less, the potential exists for outsiders to gain access to some of the most ex-
alted businesspeople in the US. You may not be able to meet with the Presi-
dent of General Motors, but you are likely to be able to meet with an appro-
priate officer — if you are persistent and have a serious, reasonable idea to
discuss.

Greetings

Very little physical contact occurs in most business interactions in the
US. However, this may vary, depending on the person’s background, the in-
dustry, the circumstances, and the degree of familiarity. Take your cue from
the individuals that you meet. People usually greet each other by smiling and
making eye contact. Firm handshakes are almost invariably given and re-
ceived using the right hand. A weak handshake — described as a “dead fish”
handshake — will convey a negative impression of uncertainty, lack of self-
confidence, and even insincerity to a US party. It is unnecessary and inappro-
priate to forcefully squeeze the hand, but a quick firm grasp and a rapid but
restrained up-and-down motion is desirable. Handshakes in the US usually do
not continue for more than a couple of seconds. Other than shaking hands
with the right hand, there is generally no prohibition or rule about using one
hand or the other for any purpose, as is the case in some other cultures. Left-
handed people in the US commonly eat and drink with that hand, and people
may occasionally shake hands using both hands or only the left hand (particu-
larly if the other hand is occupied or disabled).
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Greetings usually include something along the lines of “Hello” or “Hi,”
often followed by “How are you?” The expected response is a brief one —
such as, “Fine, thanks, and you?” — to which the first speaker says “Fine” or
makes a similarly short reply. Other such greetings include phrases such as
“How is business?” or “How is it going?” These ritualized greetings are sel-
dom designed to elicit an honest or detailed response, and a literal response
about your health, mental state, or business conditions will confuse the ques-
tioner. Although some US business people may discuss innocuous topics
such as the weather or some area of mutual interest, the greeting is often the
only preparatory socializing that occurs before the discussion focuses on the
business transaction at hand.

Making Conversation

After a greeting, a common question for the first-acquaintances is “What
do you do?” The appropriate answer is a brief description of one’s profession,
usually with a designation that clues the other person into the responsibility
of your position — such as “I own a furniture import-export company” or “I
am the director of international marketing for the ABC firm” or “I am a pa-
tent attorney for a software development company.” US persons typically
judge the apparent power and authority of a person based on such designa-
tions, while a title may often have relatively little significance to the US
holder of the title.

Minimal physical contact is the rule when making conversation with a
US businessperson. Most persons prefer to stand or sit at least an outstretched
arm’s length away from each other then talking. Some will spontaneously
touch your arm or shoulder during a conversation, but many find such touch-
ing annoying and even offensive. On the other hand, failure to make frequent
eye contact on meeting and during subsequent interaction — known collo-
quially as being “shifty-eyed” — may make people feel that you are untrust-
worthy. This may be particularly problematic for people from cultures in
which direct eye contact is considered rude or disrespectful. In the US, it is
interpreted as showing forthrightness and honesty as well as sincere interest
in the conversation and the person.

Business may be discussed on virtually any occasion: during breaks in
negotiating or training sessions, meals, parties, and sporting events (both
spectator and participatory; golf in particular is often considered to be a busi-
ness event, rather than a sport). Religion, politics, personal finances, and sex
are generally considered topics too controversial for discussion among busi-
nesspeople. However, there may be many specific exceptions to this rule. The
host may introduce an uncomfortable topic that requires your response. If
possible, steer clear and change the subject. If you choose to discuss the sub-
ject, try to do so as diplomatically as possible. Current events and different
ways of looking at or doing things in other countries are areas with potential
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for disagreement and misunderstanding. Although people in the US are
usually genuinely interested in other viewpoints, those viewpoints can lead to
discord, especially if they are presented in an outspoken or superior manner.

Conversations — usually more relaxed ones among friends rather than
business discussions or casual social chatter — may include references to con-
troversial topics, often in the form of jokes. Such conversations may occur in
mixed company with the participation of various ethnic groups and persons
of different gender. However, it is very difficult for an outsider to know ex-
actly what the boundaries are and when such comments are appropriate. It is
better not to actively participate on such occasions. Humor is generally ap-
preciated. However, even if the topic is not obviously a touchy one, remem-
ber that humor often does not translate well into other languages and cultural
contexts.

Il. Words and expressions to be remembered

to set up appointments — Ha3Ha4aTh BCTpeUu

far in advance — 3apanee, 3a0aroBpeMeHHO

on short notice — He 3a0;1arOBpEMEHHO; B ITOCIEAHUNA MOMEHT
business interactions — genoBble KOHTAKTHI

firm handshake — TBepoe pykomnoxarue

lack of self-confidence — oTcyrcTBHE (HeXBaTKa) YBEpEeHHOCTH B cebe
insincerity — HeHCKpEeHHOCTh

prohibition — samper

to occur — mpoucxouTh, UMETh MECTO

to have little significance — He umeTs GoNBIIIOTO 3HAYCHHS
offensive — ockopbuTenbHBII

on any occasion — 3/1.: B 1000# 06CTaHOBKE

response — OTKJIMK, PeaKIus

current events — Texymrie coOOBITHSL

genuinely — uckpenne

controversial topics — npoTUBOpeYHBEIC TEMBI

boundary — rpauuia

appropriate — moaXoIsIIKiH, YMECTHBIIH

lll. Give Russian equivalents to the following words
or expressions

— reassuring

— to deal with your inquiry
— to boast

— merit-based system

— access and advancement
— exalted
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— take your cue
— restrained

— disabled
—elicit

— mental state
— innocuous topics
—socializing

— subsequent

— steer clear

— discord

— ethnic groups
—touchy

IV. Give English equivalents to the following words
or expressions

— IPEANOYTHTEIBHO
— Ha3HAYUTh BCTPEUY

— SIBIISIFOTCS] TAapaHTUPOBAHHBIMHU

— TIPOTEKAIOT TJIA/IKO

— IOCTOMHBIE TPEIOKCHUS

— HACTOWYMBBIN

— MEHSTBCS, BapbHPOBATHCS

— HEU3MEHHO, TIOCTOSHHO

— HEYBEpEHHOCTb

— C CWJIOH CKUMATh PyKy

— JIBWXCHHE BBEPX U BHU3

— Kak 3TO OBIBAaeT B HEKOTOPBIX APYTHX KYJIbTypax
— BpeMs OT BpeMEHH

— pacrpocTpaHeHHBIH BOIIPOC

— Ha pPacCTOSTHUH BBITSHYTOH PyKH

— ¢ OeraromumMHy riaa3aMu

— HEeYBaXXNUTEIbHBINA

— NIPSIMOTA, OTKPOBEHHOCTb, TIPSIMOJIMHEHHOCTh

— HeOpEeXHbIH, Hecepbe3HBII

— YeJI0BEK CO CTOPOHBI

V. Answer the questions

1. How do American businesspeople prefer to set up appointments?

2. How do Americans take scheduling meetings on short notice?

3. Are US businesspeople approachable without direct introductions?

4. How much physical contact occurs in most business interactions in
the US?

5. How is a weak handshake perceived by Americans?
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Is it necessary to forcefully squeeze the hand while shaking it?
Do businesspeople in the USA shake hands using the left hand?
Describe the procedure of greeting.

9. What is an appropriate answer for the question “What do you do?”’?

10. What may happen if you fail to make frequent eye contact during the
conversation?

11. On what occasion may business be discussed in the US?

12. What topics are considered to be too controversial for discussion
among businesspeople?

13. What areas can be considered having potential for disagreement and
misunderstanding?

14. How should a foreign businessman behave when controversial topics
are being discussed?

15. Does humor translate well into other cultural contexts?

o N

VI. a) Insert the missing words where necessary

Business Meals

1. — nightcap — conducted — hybrid
— snack — brunch
In the US, business can be at any meal, which might include
breakfast; (a mid-morning of breakfast and lunch);
lunch; coffee (a taken anytime during the day, with or without cof-
fee); drinks; dinner; dessert; or a (drinks at the end of the day, with
or without food).
2. — social setting — recognition
— meal

US businesspeople may discuss business before the meal even begins,
although some will take the time to discuss other topics in of the

3. — secondary — importance
— session

Although the involves eating, dining is usually of

4. — celebrate — somewhat — honor
— commemorate — designed
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However, a different atmosphere is found at business meals

to a successful deal, an employee, or other-
wise an event.
5. — business-related — pace
— elaborate
In this case, the meal may be impressively , the

more stately, and the conversation less
b) Translate the text into English, using the Word List below

JlemoBoii 3aBTpak B TOCTAX, JCIOBOI 00€/ MITH IpyTroe MEpOIpHUsITHE, BO
BpeMsI KOTOPOTO MpeAIaraTcs ela I 3aKyCKH M OCBEXarolue HaUTKU —
0co0OeHHO B ouce, HO TaKXKe U B PECTOPAaHE WK TOCTUHHUIE — YacTO MOJaeT-
cs «a-nmst ypumer». Jlronu craHoBsATCs B ouepenb M OepyT Omona ¢ HeH-
TPaJIHOTO CTOJIA, & 3aTeM €JAT, CTOSL WM cUAs panoM ¢ apyrumu. Ha Goms-
INUHCTBC aMCPHUKAHCKUX JICJIOBBIX ITPUEMOB BI)I60p J'IIO6OFO TMOHPABUBIICTOCA
MecTa — 0OBIYHOE MPABMIIO, €CIIM HET MMEHHBIX KapTOYKE, YCTaHOBJIEHHBIX
HaNpOTHB KAXKIOTO MECTa, MM CHENHAIbHBIX yKa3aHUH NMPUHIMAIOIICH CTO-
ponsl. Ecim BBl He yBepeHBI B TOM, KaK CIEOyeT €CThb HE3HaKoMoe OIroJo,
Takoe Kak, HalpUMep, apTUILIOK, JIyYIIe BCETO OTKAa3aThCs OT HETrO MM 3aKa-
3aTh 4TO-HUOYIb Apyroe. Bac HaBepHsKa HE CTaHYT 3aCTaBIIATh HEPEMEHHO
CBECTh YTO-TO, Pa3BE UTO JaHHOE OO0 OBLIO CIIEIMATIbHO MPUTOTOBICHO
KeM-JIN00 U3 MPUCYTCTBYIOIIKX. TeM HE MEHee, BBl COBCEM HE 00s3aHbI €CTh
9TO OJIIOI0 (XOTS CUMTACTCS BEXJINBBIM IOIIPOOOBATH XOTS OBl KyCOYEK).

Yro kacaeTcs aJKoroiisi U HAPKOTHKOB, CTPOTUil KOHTPOIb 00s3aTENIEH.
He cymecTByeT opUIIMAIBHOIO ASIOBOIO MEPOIPUITHUS, KOTOpPOe TpeOoBaio
Obl ynoTpeOJieHHs HAPKOTHKOB; OYE€Hb Mayo JIEJIOBBIX CUTYalMd Mpearoia-
TarT O6${33T6HI)HyIO BBITIMBKY M, HAKOHCL, HU OJTHO MCPOIPUATUEC HEC SABJISA-
€TCsl IOBOIOM JJISl YPE3MEPHBIX BO3JIHSHHH.

OOWIBHBIN TpHEM alKoToJisl HUKOTJa He OBUI paclpoCTPaHEHHBIM SIB-
nenneM B CIIIA, a B mocieanee BpeMs MPAKTHUECKH McUe3 KaK SBJICHUE BO
BpEMSI JICJIOBBIX ITPUEMOB.

BrInnBka He 0DKHA MOBIMATH HA Ballle OBEICHUE U BOCIIPHUSTHE JICH-
CTBUTCJIBHOCTHU. .quule MOTATUBATH AJIKOI'OJIb MCJIKHMH TJIOTKaAMH, 4YEM
OCYIIHUThH BCIO PIOMKY 3aJlloM. BrionHe mpuemieMo BOOOIIE OTKa3aThCsl OT
YIOTpeOICHNS aJIKOTOJISA; €CIIH e KTO-TO M3 OKPYXKAIOIIUX IOMBITAaeTCs Ha-
CTOATH Ha BBIIIMBKE, BaM CJIIEAYET IPSAMO O00BSACHUTH MpUYUHY OTKasa.

Word list

JIETIOBOM 3aBTpak B rocTsx — a hosted business breakfast
3aKyCKHU M OcBexarornue HanuTku — refreshments
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«a-1a pypuer» — buffet-style

CTaHOBHTHCS B ouepeas — to line up

TOPXKECTBO, Beuep, mpuem — function

BBIOOD JTF000r0 TTOHpaBHUBLIErocst Mecta — random seating

WMEHHas KapTouka — name card

TpHHUMAROMIas cTopoHa — host

He3HakoMoe oo — unfamiliar dish

apumok — artichoke

3aCTaBJIATH — tO Press

BbI He 00s3aHbI €CTh — YOU are under no obligation to partake

Kycodek — 31. sample

4To Kacaetcs — With respect to

cTporo obs3zaTeneH — imperative

tpeborars — to call for

ype3MepHOe Bo3nusHue — eXcessive drinking

BOCIIPHSATHE ACHCTBUTEIBHOCTH — Perceptions

moTArMBaTh — to Sip

ocymatp 3aimom — to quaff

npsiMo o0BSICHUTH IPHUYUHY OTKa3a — t0 be direct in your reason for ab-
staining.

VII. Look at these sentences. Say whether they are true or false
in your opinion

1. It’s often difficult for American woman to invite their business part-
ners to dinner.

2. It’s very important to see your business partners socially.

3. Businessmen enjoy playing sports with women.

4. If you see a woman with a man in a restaurant it can’t be business.

5. Business lunches are often difficult to arrange.

6. You should never take your business partners to the same restaurants
as your colleagues.

Now read this article by Maureen Dowd.
This Working Life

In the world of business, it is not always easy for women to do the same
things as men. Consider the working dinner.

In order to do your job well, it’s important to sometimes see clients and
business contacts away from the office. In a more relaxed atmosphere, you
can get to know your business partner better. In the end, after all, people do
business with people they like.
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Women start out at a disadvantage because, unless you’re Nancy Lopez
or Martina Navratilova, it’s tough to invite men out for a game of golf or ten-
nis. Men usually prefer to play sports with other men.

You might think that restaurants are the perfect playing field. But they
can be dangerous ground. If people from the office see two men they know
having dinner together, they think it’s business. If colleagues see a woman
dining with a man, they often wonder if it’s another kind of business.

I’'m still looking for the perfect solution. Breakfasts are out because I
find it impossible to be pleasant at 7 AM over a bowl of muesli. | love lunch-
ing, but that’s usually a bad time for busy people, especially if they are on the
road. So that brings us back to dinner.

One answer is to take another colleague or client to the dinner so that no
one can think it is a téte-a-téte. Of course, this isn’t always convenient. So
when I can’t do this, I take guys out to dinner one-on-one — to places where
I’m most likely to see colleagues. The more your colleagues see you doing
working dinners with different men, the more they know it is part of your
business style.

Read the article again. Do you agree with the writer’s opinions?
Compare your answers with a partner’s.

VIII. Read the extract from the American bestseller “How

to Become CEO (The Rules for Rising to the Top of Any
Organization)” by Jeffrey J. Fox. Do you share the author’s
opinions? Which point can’t you agree with? Discuss the text
with your partner.

Don’t Have a Drink with the Gang

Don’t have a drink with the “gang” after work. It is a waste of time and
money. Have a drink with your spouse or with a friend.

Don’t drink at lunch. Better, don’t eat lunch. Play squash or work.

When you’re on the road at a sales meeting, or a seminar, or a manage-
ment meeting, don’t go to the cocktail party before dinner. Go running or
swimming instead.

Never get tipsy with anyone connected with your company. It is a sign
of weakness. It shows you are out of control.

Don’t Smoke

Nothing good happens to the people around you when you smoke ciga-
rettes. You run a big risk of offending a nonsmoker who can help or hurt your
career. Even smokers dislike the smoke and ashes and butts and dirty ash-
trays and smell of smokers.
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In addition to all the well-known, well-publicized arguments against
smoking, there are other specific business reasons not to do so. Smoking
wastes time. Smoking is a self-centered interest. To get ahead in business you
have to think of others, their needs and wants, not yours. Smoking interferes.

Cigarette smokers are, or appear to be, controlled. Winners in business
are in control.

Smoking cigars is OK ... if you are alone or with friends. Smoking an
expensive cigar in the purview of a corporate chieftain is a mistake. The cor-
porate chieftain will see you as pompous, as self-important, as having or
spending too much money. If the boss gives you a celebration cigar, save it.
You probably haven’t yet earned the right to smoke a victory cigar.

Skip All Office Parties

There is no such thing as a business or “office party.” It is not a social
gathering. It is business. Never party at an office party. It won’t hurt you not
to go at all. Don’t offend people by criticizing the party or by publicly an-
nouncing you intentions. Simply don’t go. Give polite excuses.

Never ever go to a company picnic if you cannot bring your spouse. A
company picnic without spouses is trouble. To go is to run the risk of being
tarred with the bad brush of others’ actions.

If the unwritten rule is “you must attend or you will offend” then go.
Drink only soda. Stay no more than forty-five minutes. Thank the boss for
inviting you, and leave. If anyone asks where you are going, tell that person
you are meeting your spouse, or parents, or fiancée, or doctor, or music
teacher, or personal trainer.

Parties are supposed to be fun, enjoyed with friends. Heed the old
axiom: “Don’t mix business with pleasure.”

Dress for a Dance

A very wise high school principal once disagreed with a young student-
council president who wanted to change the strict dress code for the sophomore
dance: “Dress for football, you play football. Dress for a dance, you dance.” The
same lesson holds for business. Dress for business, you do business.

In some places, companies, and industries, different dress codes reflect dif-
ferent cultures. This is fine, and you should be hip to each culture. For example,
in Puerto Rico and Hawaii business is often conducted in shirtsleeves. In the
field, executives sometimes wear work boots and hard hats. Plant managers wear
safety glasses and lab coats. These are easily understood exceptions.

Practice being presidential all the time, and that includes the business
uniform. You don’t have to spend a ton of money on tailored suits or become
a fashion plate. But a book on how to dress in business, such as John T. Mol-
loy’s New Dress for Success or New Women's Dress for Success also by John
T. Mollay, and note how successful people dress.

20



Please, Be Polite with Everyone

Use good manners, all the time, with everyone. Be gracious. Never pull
rank. Never wear your boss’s stripes. Don’t smoke at meetings or meals.
Don’t swear or use coarse language. Don’t put your feet on a conference ta-
ble. Treat your office, everyone else’s office, salespeople’s cars, and all com-
pany belongings as if they were yours.

Always be on time for appointments. Don’t let salespeople or visitors
wait in the lobby. Don’t keep people holding on the phone. Be conscious of
other people’s time ... don’t waste it. Particularly don’t waste your subordi-
nates’ time. Courtesy is good business.

Always introduce yourself, your spouse, and anyone else clearly and
slowly. Always introduce your subordinates to the senior people in your or-
ganization.

Always say “please” and “thank you.”

Ten Things to Say That Make People Feel Good

People who feel good about themselves and their jobs will contribute at
high levels. If they work for you, with you, or near you, they will propel you
in front of them. Saying nice things to people makes them feel good. But you
must be absolutely sincere. Practice and remember to say the following:

1. “Please.”

2. “Thank you.” (A good manager has cause to say “thank you” twenty
times a day.)

3. “You remember Larry Kessler in our Accounts Payable department.”
(An introduction of someone to a superior.)

4. “That was a first-class job you did.”

5. “I appreciate your effort.”

6. “I hear nothing but good words about you.”

7. “I am glad you are on the team.”

8. “I need your help.”

9. “You certainly earned and deserve this.”

10. “Congratulations.”

IX. Read this passage from Dale Carnegie and render
itin English. Then give your opinion about the idea expressed
in the passage

Professor James V. McConnell, a psychologist at the University of
Michigan, expressed his feelings about a smile. “People who smile,” he said,
“tend to manage, teach and sell more effectively, and to raise happier child-
ren. There’s far more information in a smile than a frown. That’s why encou-
ragement is a much more effective teaching device than punishment.”
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The employment manager of a large New York department store told me
she would rather hire a sales clerk who hadn’t finished grade school, if he or she
has a pleasant smile, than to hire a doctor of philosophy with a somber face.

The effect of smile is powerful — even when it is unseen. Telephone
companies throughout the United States have a program called “phone pow-
er” which is offered to employees who use the telephone for selling their ser-
vices or products. In this program they suggest that you smile when talking
on the phone. You “smile” comes through in your voice.

Robert Cryer, manager of a computer department for a Cincinnati, Ohio,
company, told how he had successfully found the right applicant for a hard-
to-fill position:

“I was desperately trying to recruit a Ph.D. in computer science for my de-
partment. | finally located a young man with ideal qualifications who was about
to be graduated from Purdue University. After several phone conversations |
learned that he had several offers from other companies, many of them larger and
better known than mine. | was delighted when he accepted my offer. After he
started on the job, | asked him why he had chosen us over the others. He paused
for a moment and then he said: ‘I think it was because managers in the other
companies spoke on the phone in a cold, business-like manner, which made me
feel just like another business transaction. Your voice sounded as if you were
glad to hear from me ... that you really wanted me to be part of your organiza-
tion.” You can be assured, I am still answering my phone with a smile.”

X. Translate the following English sentences into Russian
and Russian sentences —into English. Use the Word List below

Social Occasions and Invitations in the USA

— HeCMOTpﬂ Ha TO, YTO aMCPUKAHCKUC 6I/I3HGCMGHH O6BI‘IHO BEAYyT 06651
JAOBOJIBHO TIPOCTO H He(l)OpMaJ'ILHO, 6LIBaeT JAOBOJIBHO CJIOKHO Y3HATbh HX
XapakTep, MOYYBCTBOBATh UX MHAWBHUAYAJIbHOCTD, OCO6GHHO B Z[eJ'IOBOﬁ 06-
CTAaHOBKE, TI€ YaCTb HC XBATACT BPEMCHU (BCG pacnurcaHo no MI/IHYTaM).

—You are right. If they want to broaden their acquaintance with you — or
you with them — a social invitation may be appropriate.

— A KaKuMH MOTYT OBITh 3TH HeOo(UIHAIbHBIE BCTPEUH MEXAy OM3HEC-
Menamu?

— Social invitations can be as minor as an invitation to have a drink after
work or more substantive such as a full dinner at a restaurant, club or the
host’s home.

— Hackonbko s 3Ha1o0, B CLIIA Ou3HECMEHBI MOTYT IPUTJIAMaTh KOJIIET
Ha CIHOPTHUBHBIC MEPONPUATHUSA, OCMOTP I[OCTOHpI/IMe‘IaTeJIBHOCTeﬁ, Ha 1po-
TYJKY IO Mara3quHaM HJIAd AaX€ MNPOBECTU BEChb YUKCHI B 3aropoaHOM J1OMC.
A xakum JOJIPKHO 6I>ITL caMo npnrnameHI/Ie?
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— Invitations are seldom formal in the US, and may be issued in an off-
hand manner on short notice. It is usually not considered an insult to decline
an invitation, especially on short notice, particularly if you have made other
plans and are graceful in declining. A formal invitation is made by letter and
marked “RSVP,” indicating that you are expected to accept or decline.

— Ja, 310 Tak. Xody n00aBUTh, YTO HECMOTPS Ha yTBEPKIACHUE aMepH-
KaHIICB, YTO 3aHUMacMas NOJIKHOCTh HC TaK BaXKHa, OOBIYHO Ha HGO(bI/II.II/I-
AJIBHBIE MEPOTIPUATHSA TPUTIIAIIAIOTCA JIOAW, 3aHUMAIOINUE IIPUMEPHO OOU-
HaKOBBIC ITO3UIIMHU HA pa60Te 1 C IPUMEPHO OJUHAKOBBIM JOXOIOM.

— Besides, while a person may invite an immediate superior to dinner, it
is unlikely that the invitation will include the superior’s boss. On the other
hand, a foreign junior businessperson might extend an invitation to a more
senior US businessperson in order to reciprocate for courtesies extended.

— IIpurnamenne Ha HeoduumansHoe Meponpustie B CIIIA moxer ucxo-
JAUTb KaK OT MY>KYMHBI, TaK U OT KCHIIWHBI, HC3aBUCUMO OT I10JIa Mpuramiac-
MOT'O JIMIa. Ecmm BoI TIOJIyYWJIM TaKO€ MPUITIAIICHUE OT YCJIOBEKA ITPOTHUBOIIO-
JIOKHOI'O 1I0JIa, HU B KOEM CJIydac HC paCCManPIBaIZTe Cro Kak IMpeajIoKCHHC
HepeﬁTI/I K OoJiee MHTUMHBIM OTHOIIEHUSIM. DTO BCETO JIHILb npeaocraBrsicMas
BaM BO3MOKHOCTB JIy4Ille y3HATH APYT Npyra B HEIEIOBOU, HeopMaIbHOU 00-
cTaHOBKe. Mepompusitie OOBIMHO OIDIAYMBACTCS TPHTIIANIAONICH CTOPOHOM,
C€CJIM 3apaHCC HE OTOBAPHUBAJICA BOIIPOC O TOM, YTO PACXOJAbl BOBbMYT Ha ce0s1 Bce
TNpUrjIalmcHHbIC. BOSMO)KHO, BaM NPUACTCA OIJIaTUTh TPAHCIOPTHBIC paCXOAbI.

— But as far as | know, even if cost-sharing hasn’t been raised, the invi-
tee may offer to cover at least part of the bill, such as by paying for a round
of drinks or a special appetizer.

— boiee TOTO, O6bI‘IHO CYHUTACTCA MNPOABJICHUEM BOCIIUTAHHOCTHU IPCA-
JIOXKHUThH B3ATh PACXOJbl Ha ce0s; yallle BCEro TaKOE MPEATOKCHHE He OyaeT
MPUHATO U HACTAUBATH HCBCIKIIMBO, OJHAKO C€CJIM BallC IMPCIJIOKCHUC NPU-
HATO, OCYHICCTBUTE €0 10 KOHLA, [IPOSABUB IIPU 3TOM HCO6X0,Z[I/IMBII71 TaKT.

— As the invitee, you may also offer to leave the tip; if this is accepted,
estimate the total bill and tip generously (the usual amount in restaurants is
15 per cent, but for good food and service in a fancy place, 20 per cent is
common). Participants in less formal activities can “go Dutch,” that is, split
the cost equally or according to the charges that each party incurs.

Word List
A)

— B JIeJIOBOM 0OcTaHoBKe — in business setting
— IZIe 9aCcTO HE XBaTaeT BPEMEHHU (BCE PACIHCAHO MO0 MHUHyTaMm) — (O-
verned by time pressures
— Heo(urmansHbie BcTpeuun — Social occasions
— CIIOPTUBHBIE MEPOLIPUATHS — SPOIt events
— 3aHMMaeMasi TOJDKHOCTD He Tak BaxkHa — rank is relatively unimportant
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— He3aBHCHMO OT MoJia IpHriamieHHoro iuna — regardless of the gender
of the recipient

— mpurnamarorias croposa — the person hosting the event

— B3ATh Ha ce0s1 pacxoisl — COVe the expenses; pick up the tab

— ecIti He oroBapuBaeTcs — unless ... is/are discussed

— Oomee Toro — moreover

— OCYIIECTBHTH 1O KOHIIA, IMPOSBUTh HEOOXOAMMBIA TAaKT — follow
through with good grace

B)

— MINOr — MEJIKKI, HE3HAYUTEIIbHBIN

— substantive — ocHOBaTeIbHBIN, 3HAYUTEILHEIHA

— host — xo3suH 10Ma, MPUHUMATOIIAS] CTOPOHA

— in an offhand manner — 6e3 MOArOTOBKH, 3KCIIPOMTOM

— on short notice — B mocieAHUIT MOMEHT, He 3a0J1arOBPEMEHHO

— decline — otknoHuTH

— be graceful in declining — oTkIOHUTE BEKIHBO

— RSVP — French used on invitations to ask someone to reply (6yxsassb-
HBIH epeBo/ ¢ PPaHILy3CKOr0: «OTBETHTE, MOXKATYHCTa)

— immediate superior — HenocpeACTBEHHbIIT HAYATbHUK

— to reciprocate — oTBe4aTh B3aUMHOCTBIO, OTIUIAYHBAThH

— courtesies extended — oxazaHHas J1F00€3HOCTh

— if cost-sharing hasn’t been raised — eciu Bompoc 0 TOM, 4TOOBI BCEM
[UIATHTH MOPOBHY, HE MO HUMAJICS

— invitee — npurnanieHHbINR

—around of drinks — ouepe/Hast mOPIHS CIUPTHOTO (LIS BCEX)

— generously — mieapo

— fancy — MmoaHBIi, H3BICKAHHBIH, BBICIIIETO KaYeCTBA

— go Dutch — nenuth cuer, paciuiauuBaThCs MOPOBHY

— incur — 6parsb Ha cebst
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Unit I
BUSINESS TELEPHONING IN ENGLISH

I. Read the text
Telephone Tactics

When using a telephone, keep the conversation courteous and efficient.
Before you place a call, you may want to jot down a few notes during the
call. If it’s going to be a complex discussion, be ready with copies of any
pertinent background information. Don’t expect the other person to wait
while you scramble through your files. And follow these helpful tips:

e As soon as you say hello, identify yourself. Don’t expect others to re-
call your voice.

e By placing your own calls, you let the other person know that you’re
particularly interested in reaching him or her.

e If you’re placing a call to another time zone, make sure you will
reach the other person during business hours. Avoid calling around 11:00
a.m. and 3:00 p.m., the two peak times for business calls.

o If the person you want to speak to is not available, be sure to leave
not only your name, number, and purpose for calling but also a specific time
when you can be reached. Or arrange to call the person back at a specific
time. Don’t just say, “Have her call me when she gets back.”

e Treat switchboard operators and secretaries as human beings. If you
are having difficulty getting through to someone, try to get the intervening
people on your side without taking too much of their time. Ask questions that
will be useful to you, such as “How do you pronounce the manager’s name?”
and “When is the best time to reach him?”

e Don’t take up too much of the target person’s time by talking too
slowly, spending too much time in small talk, or complaining about how dif-
ficult it is to get in touch with him or her. Speak quickly and clearly, and get
right to the point of the call. If the call is complex and will be time consum-
ing, you may need to arrange to call back at a more convenient hour.

e Eliminate distractions. Don’t call from a noisy pay phone or from an
area where background machines and conversations will interfere with your
concentration and your ability to hear and be heard. Similarly, don’t tap a
pencil or make other noises that might be picked up and amplified over the
phone wires.

e Allow an adequate number of rings before hanging up. It’s frustrating
to others to rush to the phone only to have the caller hang up.

e When answering phone calls, immediately identify yourself. Always
try to answer within two or three rings, and always greet callers in a cour-
teous and friendly manner, even if you’re having a bad day.

25



e Don’t put callers on hold for long periods of time. If it’s necessary to
hunt for information or to take another call, offer to call back.

e It’s bad manners to engage in a long phone conversation while you
have a visitor in your office. If the call can’t be handled quickly, say you’ll
call back later. Then remember to do so!

e Be cheerful and obliging when you answer your boss’s phone. If your
boss is not available, offer to take a message, with a brief explanation such as
“She’s not in her office right now. May I help?”

e It’s important to take messages accurately. Check spellings of names,
and repeat your notes to the caller to make sure the message is correct.

Il. Words and expressions to be remembered

in any case — B mo6oM cirydae
complex discussion — ciioxHOe 00Cy)ACHHE
pertinent — yMeCTHBIN, HOAXOISIIHH, OTHOCSIIHHACS K STy
tips — coBeThI
to recall — BcmomuHaTh
to reach somebody — cBs3aThcs ¢ kKeM-1100
to be available — 6b1Th Ha MecTe
specific time — koHkpeTHOE BpemsI
to be time consuming — 3aHuMaTh MHOTO BPEMEHHU
at a more convenient hour — B 6onee ymo6HoOe Bpemst
to interfere with something — memars yemy-mu60
to hang up — Bemats TpyOKy
e to engage in a long phone conversation — Bectu goarue tenedOHHbIE
pasroBOpEI
e to call back — nepe3BonuTh
e to take a message — nepenath coobIEeHHE

lll. Give Russian equivalents to the following words
or expressions

— courteous

—to place a call

—to jot down

— to outline

—a pad handy for writing notes
— to scramble through your files
—to peak time for business calls
— switchboard operator

—to intervene

— target person

— to eliminate distractions
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—to amplify
—to put callers on hold
— obliging

IV. Give English equivalents to the following words
or expressions

— TIPECTaBUTHCS

— B pabouee BpeMs

— n30eraiiTe 3BOHUTH

— IIeNTb 3BOHKA

— KOHKPETHOE BPEMsI, KOT/Ia C BAMH MOXKHO CBSI3aThCS
— IYCTb OHAa MHE MTO3BOHUT

— €CJI BaM TPYHO AO3BOHUTHCS

— He 3aHUMasl y HUX CJIMIIKOM MHOTO BpeMEHH

— ’KaJoBaThCA

— JIOTOBOPHTHCS IEPE3BOHUTH B Oouee yo0HOe BpeMst
— TOYHO TaK ke

— IIOCTYKHBATh KapaHIalloM

— CYHMTATHCS IUIOXUM TOHOM

— XHU3HEPAJOCTHBIH, MPUBETIUBBII

— KpaTKoe 00bSICHEHHUE

— TOYHO

— y0eauThes, YTO COOOIIEHHE 3alMCaHO0 PABUILHO

V. Answer the questions

What might you want to do before placing a call?

What should you prepare before a complex discussion?

What should you do immediately after saying hello?

When should you phone if you place a call to another time zone?
What should you do if a person you are calling is not available?
How should you treat switchboard operators and secretaries?
What distractions should you eliminate?

How long should you ring before hanging up?

How soon should you answer the phone?

10 What should you do if the call can’t be handled quickly?

11. How should you answer your boss’s phone?

12. How should messages be taken?

©CoNoOA~LNE

VI. Give your own opinion

1. What are the advantages and disadvantages of using the telephone to
deliver bad news? If you were being turned down for a job, for example,
would you rather receive a letter or a phone call?
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2. Think about the career you hope to pursue. What telephone skills will
be particularly important in this profession? Make a list. Now examine your
list to determine which of the skills you need to improve. Develop a plan for
improving those skills.

VIl. Read the dialog between Jane and Tom and answer

the questions after the dialog. Then compare Jane’s suggestions
with your own, adding any new suggestions to the ones

she makes

Jane: Well, on the phone, you need to check everything — or a lot of
things — to avoid misunderstandings. You should repeat details, specifica-
tions, times, spellings, dates, all that sort of thing. Prices, even. And if you
make agreements, you should confirm them. I think it’s best to end calls with
some sort of check or confirmation. You might even ask for a fax confirma-
tion.

Tom: Yes, that’s quite common. What else would you include in the
end of a phone call?

Jane: Well, there’s checking that there’s nothing left to say. How many
times does it happen that you put the phone down and then say ‘Oh I forgot
to say such and such’ or ‘I meant to ask about something else’. You have to
phone back — it’s such a waste of time. You can usually avoid that if one of
you says something like ‘Is that all?’ or ‘Anything else?’

Tom: Okay. And do you think the business phone call is strictly about
business?

Jane: Well, in a sense, yes. Small talk can be very important — and it is
all business. There’s usually a bit of small talk in phone calls, even if it’s just
a comment on the weather — or how someone is, or your last trip away. It’s
easy to underestimate the importance of small talk ... you have to learn to
feel confident with it.

Tom: Why do you think small talk is so important?

Jane: Well, it helps to build and maintain relationships. There are dan-
gers though — it should be kept brief!

Tom: And how do you get off the phone when the other side is talking
about the weather for ages ... and you don’t want to be rude?

Jane: Oh, yes. That can be difficult. I think it’s best to interrupt politely,
say you have to go somewhere. You can say ‘Er, yes, we’ll have to talk again
soon. I really had better go now, I’ve a meeting in five minutes’, or some-
thing like that. If it’s a customer you can offer to call back later if there’s
anything else to discuss.

Questions:

1. What should you do if you make arrangements?
2. How should you end the call?
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3. Sometimes after putting the phone down you realize you have forgot-
ten to say something. What should you do to avoid such situation?

4. What is the role of small talk?

5. What are the dangers connected with small talk?

6. How can you politely interrupt the conversation which is getting too
long?

VIIl. Read these two telephone conversations. Then complete
the table below

Person Original ap- Reason for New ar-
Call Caller :
called pointment change rangement
1
2

Changing an Appointment

Michael Wilson: 034 75234

Nick Smith: Nick Smith here. Could | speak to Mr. Wilson, please?

Michael Wilson: Speaking.

Nick Smith: Oh, it’s you, Michael, is it? I didn’t recognize your voice.
Sounds as if you’re miles away.

Michael Wilson: Oh, hello, Nick. Yes, the line isn’t very good. I'll
speak a bit louder. Is that any better?

Nick Smith: Yes, that’s much better now. Michael, it looks as if I won’t
be able to keep the appointment we made.

Michael Wilson: That was to be Friday, wasn’t it?

Nick Smith: Yes, I’'m so sorry. This visitor I was actually expecting last
week has some kind of change in his itinerary, and now he’s rung me up to
say the only day he can come is next Friday.

Michael Wilson: | see.

Nick Smith: And the trouble is, as he’s over from Argentina, I can’t
very well put him off. Hope you understand.

Michael Wilson: Well, | suppose so.

Nick Smith: But could we meet on Saturday? Or would you prefer the
beginning of next week?

Michael Wilson: Afraid I’'m tied up at the weekend. And ... let me just
check. No, Monday’s not too good a day either. Tuesday would be all right, I
think.

Nick Smith: Tuesday’s OK for me too. Oh good. Shall we say the same
time as we’d arranged? Could you come here at 10.30? I’ll show you round
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our place, we could lunch together and work out the terms of our contract in
the afternoon. How does that sound to you?

Michael Wilson: Yes, fine. I’ll just note it down in my diary. That’s
Tuesday 17" May. Right, I’ll be at your place at 10.30 then, Nick.

Nick Smith: Thanks, Michael. Hope I haven’t messed up your arrange-
ments too much.

Michael Wilson: Oh no, these things happen, don’t they? See you next
Tuesday, Nick. And have a nice weekend.

Nick Smith: Thanks. You too, Michael. Bye.

Excuses for Not Attending a Meeting

Mr. Davidson: 344 1293. Davidson speaking.

Kelly Rogers: Morning, Mr. Davidson. Kelly Rogers here.

Mr. Davidson: Ah, Miss Rogers. This is an unexpected pleasure. Can |
help you in any way? We’re seeing each other tomorrow, aren’t we?

Kelly Rogers: That’s just what I’m phoning about. I’ve got ‘flu, it
seems, so I can’t attend the board meeting after all.

Mr. Davidson: Oh, isn’t that too bad! We’ve got some important things
to discuss, too. About the pension plan, and those other points.

Kelly Rogers: Exactly. Now this is what I’d like to suggest ... just an
idea it is, but I’d like you to tell me what you think of it. Oh, just a moment
... Excuse me.

Mr. Davidson: Bless you!

Kelly Rogers: Thanks. My assistant — that’s Ryan Collins — he’s very
well informed on this subject. I thought of asking him to go to the meeting in
my place. You know, he and | drafted these new pension plan regulations for
our employees, so he really knows what they’re all about.

Mr. Davidson: Have you asked John Marriott? He’s chairing the meet-
ing, of course.

Kelly Rogers: No, I thought I’d check with you first. If you think it’s an
acceptable solution, I’ll get on to Mr. Marriott. You see the other alternative
would be to send you my notes, perhaps, and you could put forward my
ideas.

Mr. Davidson: No, no, I don’t think so. I mean of course I’d be quite
glad to do so, but if there were any questions involved | would hardly be in a
position to answer them, whereas your Mr. Ryan could...

Kelly Rogers: Yes, that was what I thought. Er ... Mr. Collins, it is ...
Ryan’s his first name.

Mr. Davidson: Ah yes, Ryan Collins. Well, I think that’s the best thing.
Let him come to the meeting in your place. I’'m sure that chairman will agree
to that.

Kelly Rogers: Right, I’ll contact him. But I'm glad I’ve spoken to you
about it.
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Mr. Davidson: So am I. | hope you get well soon. Goodbye, Miss Rog-
ers.
Kelly Rogers: Goodbye, Mr. Davidson.

IX. Say if the following sentences from the dialogs are true (T)
or false (F)

1. Nick Smith didn’t recognize Michael Wilson’s voice because he was
miles away.

2. Nick Smith can’t change his other appointment because his visitor
lives a long way away.

3. Both of them are busy all weekend.

4. Mr. Collins and Miss Rogers had together prepared the material for
the meeting.

5. Miss Rogers considered sending her notes instead of Mr. Collins.

6. Mr. Davidson thinks he would be able to answer questions about the
pension plan.

X. You have read and will read again phrases like that. Read
them and make sure you understand them. Use them
in the dialog of your own

— I’ll just check my appointment book.

—When would be convenient for you?

— Sorry, I’'ve got something scheduled then. Could we arrange some-
thing else?

— Could you send me the confirmation of the appointment?

— Shall we say Wednesday at 3 o’clock?

— Would it be possible to postpone our meeting?

— Things are going smoothly, so we can meet as arranged.

XI. Choose the missing words from the box

1. Tcanhardly............ your voice. It’s as if you’re miles .............

2. My visitor couldn’t keep to his ............ , and now I must change my
Let me just look at my ............. Yes, I could come next Monday.
So sorry, I'llbe ............ then.
I’'m afraid I can’t ............ the meeting we’d arranged.
The ............ of the conference are to ............ our new products
and explainour .............

7. No, I’'m not the chairman, but I’ll act as his .............

8. You arranged things so well that everythingran .............

9. Canyousee thatthe ............ are installed for us?

10. Make sure you remember everything: it’s best to make a .............

ook w
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appointments attend away checklist delegate describe
diary itinerary loudspeakers objectives recognize services
smoothly tied up

XIl. Choose the best responses

1. Can we make an appointment?
a.  When are you free?
b.  Shall we make a reservation?
c. Isitdifficult for us to meet?
2. T’mtied up on Monday and Tuesday.
a.  What about Wednesday?
b.  T’ll come on Monday, then.
Cc.  Oh, I’m sorry to hear it.
3. Has this messed up your arrangements again?
a. My desk is always in a mess.
b.  These things happen.
c.  Yes, | always arrange things like this.
4. Did the conference run smoothly?
a.  Yes, we finished much later than usual.
b.  Yes, it went very quickly.
C.  Yes, there were no problems. It was well organized.
5. TI’ve drafted the letter to Ms MacKeller.
a.  Oh good, I’ll send it this morning.
b. Right, I’ll check it straight away.
c. Did you keep a top copy?
6. Can you get on to Mr. Norton about the report?
a. Yes, I’ll send him a copy.
b. TI'll ring him immediately.
c. I’ll tell him when I see him.

XIl. Work in pairs. One of you is A, another is B. Each
of you translates the Russian part of the dialog into English
and then checks the correctness of the partner’s translation

A

Tom: o6poe yTpo, DHH. THI ceroaHs paHH:IS MTAIIKA.

Ann: | know. | got a ride in with my roommate. She hates driving in
traffic, so we left early. We made great time! ... By the way, Tom Wilson
called to thanks you for sending him the free samples. | left the message on
your desk. He called about 5:30 yesterday, but you had already left.

Tom: Xopomo. Yro-uuby e emie?
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Ann: (looking through the notepad) Yes, let’s see ... Oh, Kate Smith
would like to see you this morning, if possible.

Tom: Xopomo. S Toxxe xotexn ¢ Hel cBszaThes. Kakoil y Hee 1o06aBou-
HbI HOMep? HaBepHoe, MO3BOHIO €ii ceifuac, moka st He OU€Hb 3aHSAT.

Ann: I doubt if she’s in this early. Why don’t I try to get her for you lat-
eron?

Tom: Xopomo. Ciacn6o, DHH.

(ten minutes later)

Ann: Mr. Jones, | have Kate Smith on the line.

Tom: Crnacub6o. Amro, Keiit. OHH cka3aia, 9TO BbI I03BOHMIIN.

Kate: That’s right. I’d like to get together with you to talk about our ar-
rangements for the cosmetics show in Paris in June.

Tom: Bel untaere Mou mbiciu, Keiit. JI>koH B3k TOJNBKO 4TO BEpHYIICS
n3 JloH0Ha, U s XOTeN OBl CeCTh U O0CYIUTH 3TO ¢ BaMH 000MMH. BEI ke
3HaeTe J[>koHa, He Tak Ju?

Kate: I’ve heard a lot about him, but we’ve never actually met.

Tom: Hy, teneps y Bac ectb manc. [louemy OBl BaM HEe IPUCOSAUHUTH-
cs K HaM BO BpeMsI JaH4a?

Kate: That’ll be fine. It’ll be interesting to hear what he has to say about
the new ad campaign. Where should we meet?

Tom: Kak HacueT Moero oduca — B 6€3 YeTBEpPTH ABCHAALATH?

Kate: | have an 11:30 appointment. Could we make it 12:15 instead? |
should be free by then.

Tom: Koneuno. YBugumcs B 12:15.

B

Tom: Morning, Ann. You’re an early bird this morning.

Ann: S 3nar0. MeHs nojBe3na Mosl coceaka o komHate. OHa TepneTh
HE MOXKET BECTH MAIIMHY IIPHU 0KUBJICHHOM JIBHKCHUH, TIOATOMY MBI BhIEXa-
71 paHo. Mu1 noexanu HeBepoaTHO OvicTpo!.. Keratu, Tom Yuicon 3BoHMI,
9TOOBI MOONAroJapuTh Bac 3a OecIUIaTHBIE 0Opa3Ilbl, KOTOPHIE BBl €My OTO-
cimamu. Sl octaBmia cooOmieHne Ha BameM croiie. OH 3BOHHIJI IPUMEPHO B
5:30 Buepa, HO BBI YK€ YIIUIH.

Tom: O.K. Anything else?

Ann: (npocmampusaem ceoti 6aoxknom) Tak, mocMOTpuM... AX 1a,
Keiir CmuT XoTena Obl BCTPETUTHCS C BaMU CETOJHS YTPOM, €CIIM 3TO BO3-
MOYKHO.

Tom: Good. I’ve been meaning to get in touch with her. What’s her ex-
tension? I think I’11 give her a ring now before I get tied up.

Ann: CoMHeBarOCh, 4TO OHA TaK paHO yXke Ha paboTe. Moxer ObITh, 5
CO3BOHIOCH C HEH IS Bac mo3aHee?

Tom: O.K. Thanks Ann.

(0ecsimb munym cnycmsi)
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Ann: Muctep I>xoHc, y MeHs Ha nuHnu Keit Cmur.

Tom: Thank you ... Hello, Kate. Ann said you called.

Kate: Tak u ectb. 51 xoTena Obl BCTPETUTHCS C BaMH, 4TOOBI 0OCYTUTH
HAIllM TUIAaHBI OTHOCUTENIBHO BBICTaBKU KOCMETHKH B [laprxke B uioie.

Tom: You’re reading my mind, Kate. John Black just arrived from Lon-
don, and I’d like to sit down and discuss it with both of you. You know John,
don’t you?

Kate: 51 MHOTO O HEM ciblIana, HO HUKOTAA C HUM HE BCTPEYalIach.

Tom: Well, now’s your chance. Why don’t you join us for lunch?

Kate: beuto 651 3m0poBo. MHTEpecHO mOCIymaTh €ro MHEHHE O HOBOM
pexylaMHOW KammnaHuu. ['ie Mbl BcTpeTrmcs?

Tom: How about my office at a quarter to twelve?

Kate: V mens 3amanuposana Bctpeda B 11:30. Henb3st in BMecTo 3T0-
ro Ha3HauuTh Ha 12:15? K aTOMy BpeMeHH s yxe NoKHa ObITh cBOOOHA.

Tom: Sure. See you at 12:15.
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Unit IV
UNDERSTANDING BEHAVIOR, HUMAN RELATIONS
AND ORGANIZATIONAL PERFORMANCE

|. Read the text
Behavior, Human Relations, and Performance in Organizations

Human relations is interaction among people. It can be positive or nega-
tive. You have been interacting with people all your life. As a child you inte-
racted with your parent(s) or guardian(s) who taught you what was acceptable
and unacceptable behavior. Behavior is what people do and say. In school
you interacted with other students and developed friends. Your parents and
friends affect your behavior. Peer pressure can affect behavior in both posi-
tive and negative ways, and is only one of the many ways behavior is af-
fected. For example, a person might be interested in trying illegal drugs. If
the person’s friends do not take drugs the person may not try them either;
while on the other hand if they do, the person may try drugs.

An organization is a group of people working to achieve an objective(s).
Organizations are created to produce goods and services for the larger socie-
ty. If you have ever worked, you have been a part of an organization. You
come into contact with organizations on a regular basis. When you go into a
store, school, church, post office, or health club, you have entered an organi-
zation.

Performance is the extent to which expectations or objectives have been
met. Performance is absolute when objectives are set. For example, if the
objective of a production worker is to produce 100 widgets per day and the
employee produces 100 widgets, performance is at the expected level. How-
ever, some workers may produce less than 100 widgets, while others may
produce more than 100 widgets. Performance is usually measured on a conti-
nuum that can be contrasted by high and low levels of performance, or
ranked on a scale of 1-10. The same concept holds true for the entire organi-
zation. An organization may have an objective to make a $100,000 profit for
a set period of time such as one quarter, one half, or one year. If the organiza-
tion makes the $100,000 profit how do you classify the level of performance?
It depends on prior periods. For example, if the last period’s profits were
$90,000 you may say that $100,000 this period is a high level of perfor-
mance; however, if the profits in the past have consistently been $125,000 the
level of performance may be considered low, even though the objective was
met. Performance is a relative term. Performance levels are more meaningful
when compared to past performance, or the performance of others within
and/or outside the organization.
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The Total Person Approach

The total person approach realizes that an organization employs the
whole person, not just his or her job skills. We all play many roles throughout
our lives, indeed, throughout each day. A worker, therefore, is more than just
a worker, but is also a mother, a den leader, a jogger, a student, and a union
steward. A person at work has not completely discarded all other roles to be a
worker only; an employee’s off-the-job life often affects his or her job per-
formance. Thus, if an employee is having a bad day, or period, it may not
have anything to do with the job, but with another life role.

Goal of Human Relations

The goal of human relations is to satisfy employee needs while achiev-
ing organizational objectives. For the organization to be successful at meet-
ing its objectives, it must help its employees satisfy their own needs. It is the
employees who achieve the organizational objectives; their human relations
are critical to the organization. For example, Michael, an employee, has a
need for a set rate of pay, but if he feels he is not paid what he is worth he
may not perform at high levels, which can result in the organization not meet-
ing its objectives. Also, Stacey has a college degree in education; however,
she cannot find a teaching position so she takes a job as a typist, which she
finds boring. Because Stacey’s need for job satisfaction is not met, she makes
many careless errors and is a low performer. Stacey has been caught making
telephone calls to schools on company time. Because Stacey’s needs are not
being met, she is not helping the organization meet its objectives. She is not
working to her full capability. However, if Stacey gets a teaching job, it will
probably meet her needs, and she will be a higher performer at helping meet
the school’s objectives.

Organizations like People Express, Hewlett-Packard, and IBM view
employees at total people. For example, many organizations have employees
with young children who are often tardy or absent due to problems of finding
reliable day care. Rather than get tough and discipline these people, organiza-
tions like Hoffman-La Roche operate an extensive child-care program.

Also, many organizations realize that employees’ physical fitness and
nutrition affect their job performance. The Shawmut-Merchants Bank placed
bottles of vitamins on cafeteria tables for employees to take. Friendly Ice
Cream and Kimberly-Clark Corporation offer free aerobic exercise classes.
Adolph Coors Company spent $600,000 on a “wellness center” offering
group exercise and clinics devoted to nutrition, stress management, and con-
trol of drinking, smoking, and weight.

The three major forms of human relations include individual, group, and
organizational. In other words, we can analyze behavior and human relations
between individuals, groups, or organizations as a whole. Within these three
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forms of human relations we can encounter human relations problems that
need to be resolved.

Handling Human Relations Problems

In any organization there are bound to be times when you disagree with
other employees. You may be assigned to work with a person that you do not
like. When you encounter these human relations problems you have to decide
whether to avoid resolving the problem or to confront the person to solve it.
In most cases it is advisable to solve human relations problems rather than
ignore them. Problems usually get worse rather than solve themselves. When
you decide to resolve a human relations problem you have at least three alter-
natives:

1. Change the other person. Whenever there is a human relations prob-
lem it is easy to blame the other party, and expect them to make the necessary
changes in their behavior to meet our expectations. In reality, few human
relations problems can be blamed entirely on one party. Both parties usually
contribute to the human relations problem. Blaming the other party without
taking the responsibility usually results in resentment and defensive behavior.
The more we force people to change to meet our expectations, the more diffi-
cult it is to maintain effective human relations.

2. Change the situation. If you have a problem getting along with the person
or people you work with you can try to change the situation by working with
another person or other people. You may tell your boss you cannot work with so
and so because of a personality conflict, and ask for a change in jobs. There are
cases where this is the only solution; however, when we go to complain to our
boss, the boss often figures that we are the problem, not the other party. Blaming
the other party and trying to change the situation enables us to ignore our beha-
vior, which may be the actual cause of the problem.

3. Change yourself. In many situations, your own behavior is the only
thing you can control. In most human relations problems the best alternative
is to examine the other party’s behavior and try to understand why they are
doing and saying the things they are; then examine our own behavior to de-
termine why we are behaving the way we are. In most cases the logical
choice is to change our behavior. We are not saying to simply do what other
people request. In fact, you should be assertive. We are not being forced to
change; rather, we are changing our behavior because we elect to do so.
When we change our behavior the other party may also change.

Il. Words to be remembered

interaction — B3aumoeiicTeue

guardian — onexyH

acceptable — npuemiemblit

unacceptable — nenpuemiemblit
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behavio(u)r — nosenenue

affect — BnuarTs

extent — crernenb

objective — menb

measure — H3MepsTh

concept — moHsTHE

relative — 31.: oTHOCUTENBHBIN
approach — moaxon

therefore — ciemoBarensHo, MO3TOMY
assign — Ha3HaYaTh, JaBaTh 3aJaHUE
encounter — BCTpevarh, CTaIKUBATHCS
blame — 06BuHATE

contribute to — cnoco6¢cTBOBATEL
resentment — oobuna

maintain — moaepKUBaTh, COXPAHATh
get along with — maguts ¢

complain — >xamoBatscst

enable — o3BoATE, 1aBATh BO3MOKHOCTE
actual cause — (akTrHueckas puIHHA
determine — pemats, onpenessTh
request — npocsba

lll. Give Russian equivalents to the following words
or expressions

— interaction among people
— guardian

— peer pressure

—illegal drugs

— to come into contact
—church

— health club

— to enter an organization
— performance

— expectation

— widget

— at the expected level

— continuum

— ranked

—to hold true

— for a set period

— consistently

— meaningful
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— approach

— job skills

—aden leader

— to discard

— off-the-job life

— achieving

— boring

— careless error

—a low performer

—to smb’s full capability
— tardy

— reliable day care

— to get tough

— physical fitness

— need to be resolved

— there are bound to be items
— you may be assigned
—to confront

—itis advisable

— to get worse

— whenever

— resentment

— defensive behavior

— to get along with

— because of a personality conflict
—to figure

—actual cause

IV. Give English equivalents to the following words
or expressions

— IpPUEMJIEMBIH, 1ONTYCTUMBII

— HENpUEMJIEMbIH, HETOTTYCTUMBIN

— IIOBEJICHUE

— 3aBOAUTH JIpy3e

— € Ipyroil CTOPOHBI

— peryJsipHO, Ha PEryJsipHON OCHOBE
— CTETIeHb, B KOTOPOHA. ..

— IIeTIH, yCTPEeMIICHUS

— OJTHaKO, TeM HE MEHEe

— U3MEPATBCS

— BECh, IICIBIH

— IpUOBLTL

— KJIacCU(UIIUPOBATH, CHCTEMATH3UPOBATh
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— 3aBUCETH OT
— OTHOCHUTEJIbHOE ITOHATHE

— B CPABHCHUHU C

— Ha MPOTSDKCHUH BCCH KU3HU

— Ha CaMOM JIeJIe, IEHCTBUTEIHHO

— TI03TOMY, CJIEIOBATEIBHO

— TakuM 00pazom

— HE UMETH HUYETO OOIIETO C

— YIOBJIETBOPATH MOTPEOHOCTH PaOOTHHKA
— BaXKHBI{, HACYIIIHBIN

— CTOUTh, OLIEHUBATLCS

— Ha BBICOKOM YPOBHE

— IPUBECTHU K, UIMETh CJICCTBHEM

— JIaJIeKo UIyIIUi, OOIIMPHBIH, BCECTOPOHHUI
— OecruaTHBIC 3aHATHS 10 a3pOOUKe

— MOCBSIILIEHHBIH, HAIIPaBJIECHHBINA Ha

— BeC

— HE COTJIAIIATHCS, UMETh Pa3HOTIACHS

— B OOJIBIIMHCTBE CITy4acB

— BUHHTB JIPYTYIO CTOPOHY

— Ha CaMOM JIeJIe, IEUCTBUTEIHHO

—yeM Ooiee... TeM Ootee. ..

— pewenue (IpoOIIEMBbI)

— JaBaTh BO3MOXHOCTbB, ITO3BOJIATH

V. Answer the questions

How can you explain the phrase “human relations”?

Give the definition of the word “behavior”.

How can peer pressure affect behavior?

What is an organization?

What examples of an organization can you give?

Explain the word “performance”.

What roles do we play throughout our lives?

What is the goal of human relations?

Which organizations view employees as total people (give exam-
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ples)?
10. What do the three forms of human relations include?
11. What 3 alternatives to resolve problems at work do you know?
12. Can you blame human relation problems entirely on one party?
13. What can you do if you don’t get along with your colleague?
14. What may happen if we go to complain to our boss?
15. What is the best alternative in most human relations problems?
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VI. Read the following dialog. Answer the questions after
the dialog, giving your answers in the space between questions

SUSAN: Peter, | called you in here to complain about your performance.
What do you have to say about it?

PETER: I’ve only worked here for a short period of time. I really do not
know how to do my job well yet, or your expectations.

SUSAN: That’s no excuse. If you didn’t know how to do the job well,
you should have come to me for help.

PETER: You never trained me. And | have come to you for help, but
you’re always too busy to help me.

SUSAN: You’re like the rest of the department; you don’t care about
doing a good job. Get back to work and shape up or ship out. I’'m going to
report you to my boss.

Susan goes to her boss, Tim.

SUSAN: Tim, as my boss, | want you to talk to my employee Peter.
He’s doing a poor job.

TIM: Have you tried to resolve this yourself?

SUSAN: Of course, | have.

TIM: This isn’t first problem you have had with employees.

SUSAN: It’s not my fault. Peter and the others do not want to do a good
job.

TIM: Let me think about it. I’1l get back to you later this afternoon.

SUSAN: Thanks. See you later. I’'m going to lunch.

Susan goes to the lunchroom.

SUSAN: Hi, guys. You know I wouldn’t miss our Wednesday supervi-
sor. | have a lazy worker, who will not produce, and | go to the boss and he is
not supportive of me. Sometimes I wonder if it’s worth the aggravation.

1) Human relations the major cause of the problem with Susan
and Peter.

a. is
b. is not
2) Susan’s human relations skills should be assessed as
a. low
b. high
3) Susan, Peter and Tim a part of an organization.
a. are
b. are not
4) Susan effective in explaining Peter’s performance problem.
a. was
b. was not
5) Susan meeting the goal of human relations.
a. is
b. isnot
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6) The form of human relations in this case is
a. individual
b. group
c. organizational
7) At this point Susan have brought the problem to Tim.
a. should
b. should not
8) Susan was to communication and human relations with
Tim.
a. open
b. closed
9) Later that afternoon Tim should
reprimand Peter
talk to Peter and tell him not to worry about it
bring Susan and Peter together to resolve the problem
tell Susan to handle the problem herself
. fire Susan
10) Tim work with Susan to develop her human relations
skills.

PoooTe

a. should
b. should not
11) Assume you are in Susan’s position. How would you prevent and
eliminate this problem?

VIl. Read the text, using the Word List below. Answer
these questions before reading the text

1) Do you agree that people are changeable?

2) External environment makes an important contribution to what we
learn and how we behave. Do you share this opinion?

3) What are the ways we learn in organization? Are there ways to faci-
litate the process?

Through much of his college career and graduate school, Alan Daily
was known as a conscientious and personable young man. He worked hard to
get his master’s degree in urban planning. Upon graduation he took a job
with the Department of Housing and Urban Development as a technical ana-
lyst. He was excited about the job and looked forward to being involved with
the policy issues focusing on urban housing.

Because of his rather easy social manner, Alan fit in on the job imme-
diately. He made friends with everyone and was soon considered to be “one
of the group”. Most of his four or five professional peers had similar training
and similar interests, so Alan enjoyed his interactions with the immensely.
One of the times he liked best was the lunch break. Almost everyone went
outside to one of the nearby restaurants a bag lunch in graduate school or
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eating at the university cafeteria, so eating at the university cafeteria, so eat-
ing out every day was a real treat.

Alan noticed that almost everyone had an alcoholic drink before lunch,
sometimes two. At first he declined to have a drink, but eventually he de-
cided to join in. He had had drinks before — plenty when he was in college-
but drinking at lunch was new. However, he soon found that the drink
seemed to make the lunch hour just a little bit more pleasant, and it didn’t
seem to disturb his effectiveness on the job. In fact, it seemed to relax him a
little.

Over the next few years the newness of the job began to wear off. Alan
was less excited about what he did — much of the job turned out to be paper
pushing, and he felt that most decisions were being made based on political
issues rather than technical knowledge. He began to look forward more and
more to lunch and his two drinks beforehand. He also had a drink — some-
times two — before dinner. When he came home, he wanted to forget about
the job, alcohol seemed to help.

Before long, Alan knew he had a problem. He was drinking too much.
He was ineffective most of the afternoon, and he found himself coming in
late and then leaving early for lunch (“I’ll go get a table.”) He decided to seek
out professional help.

One group in town was well known for its work with people with drink-
ing problem, so he signed up for a set of sessions designed to stop someone
from drinking. At the first session, Alan was placed in a room that was very
similar to a restaurant or tavern. There was a bar with other people, the lights
were low, and there were plenty of tables and chairs. Alan was asked to order
a drink and he did — a dry double martini on the rocks with lots of olives. The
drinks had slightly funny taste, and after he finished it he felt violently ill. He
ran to the nearest bathroom and threw up. Once again he was told to have a
drink; again he threw up, and he was allowed to go home.

The sessions continued this way, and Alan soon found that the thought
of a drink was very aversive. Every time he thought of alcohol he thought
about being sick. His discussions with the medical director of the program
confirmed his beliefs about what was happening — they were drugging his
drinks to make him sick. He was told that in some cases of early alcohol de-
pendency this sort of treatment could be effective. Alan was convinced. Just
the thought of a bar and a drink made him ill. He started bringing his lunch to
work and, although he missed the lively discussions at lunchtime, he felt he
had learned a valuable lesson about himself.

Word List:

e conscientious — 10OpPOCOBECTHBII; CO3HATEIBHBIN; YECTHBIH
e personable — kpacuBBIii; MpeICTaBUTEIbHBIN
e urban planning — ropojckoe rIaHUPOBaHUE
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easy social manner — o6UTEILHOCT
fit in on the job — nerko BoiiTu B pabounit KOIICKTUB
professional peers — cocyxuBIIBI
treat — 34.: y10OBOJIBCTBUE, HACIAXKICHUE
decline — oTBepraTh, OTKA3BIBATHCS
eventually — B koneuHoMm urore
e to disturb effectiveness on the job — memats BbImOTHEHNIO paboUnX
00s13aHHOCTEH
e wear off — u3HammBaTKECs, MCYE3aThH
e paper pushing — nepeknaasiBanue Gymar
e before long — B ckopom BpemeHH
e to seek out professional help — otnpaBuThCs 32 MOMOIIBIO K CrieIHa-
JHCTY
e on the rocks — co apa0M
funny taste — crpaHHbIii, HEOOBIYHBIN BKYC
aversive — OTBpaTHTENbHBIN
drug — 30.; MOAMEIINBATE JICKAPCTBO
alcoholic dependency — ankoroipHast 3aBUCHMOCTb

VIIl. a) Read the text again. Fill in the missing words
in the sentences below. Fill in the missing words
in the sentences below

1. One group in town was well known for its work with people with a
............ problem, so he ............ for a set of sessions ............ to stop
someone from drinking

2. At the first session, Alan was placed in a room that was very
............ to arestaurant or .............

3. Thedrink hada ............ funny taste, and after he finished it he felt
............ ill.

4. His sessions continued this ............ , and Alan soon found that the
thought of a drink was very .............

5. His discussions with the medical director of the program ............ his
............ about what was happening-they were ............ his drinks to make

6. His felt that most decisions were being made ............ on political
............ rather than .............

b) Translate the sentences from Russian into English

1. Aman ObUT U3BECTEH KaK JOOPOCOBECTHBIA U MPEICTaBUTEIBHBIN MO-
JIOJOH YEJIOBEK.

2. Tlockonpky AjaH OBLT JISTKMM B OOIICHHH YEIIOBEKOM, OH Cpa3y ke
BITHCAJICS B pab0YMil KOJUICKTHUB.
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3. Emg¢ yuach B acnupaHType, AjaH NPUBBIK IPUHOCUTD JIaHY C COOOM
WIN €CTh B YHHUBEPCUTETCKOM KadeTepHH, Mo3ToMy 00€el B pecTopaHe Kax-
JbIH IeHb OB JJIs1 HEero OOJIBIINM YIOBOJILCTBUEM.

4. CHauasia OH OTKa3bIBJICS BBIIUTh, HO B KOHEYHOM HUTOTE PELINII IIPH-
COCIMHUTBCHL.

5. Kazamocs, 3T0 He nenano ero paboty MeHee IPPEKTHBHOI.

6. B TeuyeHume clemyrolIMX HECKOJNBKHX JIET HOBH3HA Pa0OTHI Hadana
MPOXOIUTE.

7. Bckope AnaH HOHSII, 9TO y HETO Ipodiema.

8. Om pemmi 0OpaTuThCs 3a MPOHECCHOHATHHOM TOMOIIBIO.

IX. Read the article and say what you have learned about human
relations and performance on the job. Use the Word List below

Americans used to be known as the word’s best salespersons. Recently,
it has become difficult in most stores to encounter that quality of salesman-
ship, if you can even find a salesperson.

A few years back, I made up my mind I wouldn’t buy anything I didn’t
urgently need unless a salesperson was convincingly persuasive. As a result
of this self-imposed discipline, | saved $46,734.

Want to know a few things I didn’t buy? An automobile, for one. I
called a dealer I knew and inquired whether his new models had arrived.
“Yes,” he said.” How are they?” I asked. “Fine”, he replied. I said “Thank
you.” He made no suggestion of having a salesperson drive me around the
block or of lending me one of his salespersons. So, I didn’t buy a car.

| visited a luggage shop in search of some lightweight luggage. A sales-
person started to show me some pieces when he was summoned to the tele-
phone. He came back and embarked on the merits of his product when the
phone rang again. | waved good-bye to him. He knew me, but he never called
to apologize for his poor service. That night when the manager asked what
sort of day he had, he probably replied, “There weren’t many buyers, today;
only lookers.” I don’t blame him, but I do fault his management, which had
not emphasized that the customer at hand takes precedence over the one on
the phone.

The advertisements of the new thin watches impressed me, but since |
had a perfectly good 25-years-old watch, | was looking for some compelling
reason to junk it and buy a new one. When | asked jewelry salesperson why |
should buy it, he looked around and finally said, “It’s newer.” That I knew,
but that wasn’t sufficient reason to make a purchase.

The volume of lost business to retailers and industry as a whole is ap-
palling. Some merchandise can be sold without a salesperson, but many
products require an introduction and presentation. If stores are dedicated to
self-service, then it is incumbent on them to organize displays and stocking
for easy shopping, but if they profess to supply service, then they must pro-
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vide adequate, well-versed sales assistants. Otherwise, they should resort to
vending machines, which are more efficient and less costly than humans who
don’t know their stock or why it’s worth buying.

Stores and sales staffs have been spoiled by years of easy selling. During
the depression, | learned that the best way to sell anything was to encourage
the prospective customer to feel the article while I discussed the benefits re-
ceived from it. We treated every prospect as though we wouldn’t see another
all day. And, some days, we didn’t.

Word List

Salesperson — mpomaseir
Encounter —  BCTpeTUTH, CTOTKHYTHCS
Salesmanship — 1. ymenue ToproBats;
2. yMEHHE 3aHHTEPECOBAaTh, MPEMOJHECTH Ma-
TepHan
Make up one’s mind —  permuts (csi)
Convincingly persuasive —  oveHb yOeIUTEIbHBIN
Car dealer — mpopaBen aBToMOOMITEH
Inquire — cmpamuBath
Block — kBaprtan
Call back — mnepe3BoHUTH
Summon —  BEI3BIBaTh
Embark on —  1.6patbcst 3a uto-1u60;
2. HauUMHATBH JAEJIO.
Merits — mocTomHCTBA
Blame; fault — o00BuHATH
Emphasize — 1. moguépkuBarts;
2. oOpamath BHUMaHue
Customer at hand —  kTHeHT, KOTOPBI PSIIOM
Precedence — 1. cTapuimHCTBO;
2. IEpBEHCTBO;
3. GoJiee BBICOKOE MOJIOKEHHE.
Compelling reason —  Beckast npuumHa
Junk —  BBIGpOCHTH
Sufficient reason — mocratouHas mpuUHHA
Volume — 1. 00béMm;
2. KOJIN9ECTBO
Retailer —  posununbIi TpomaBer
Appalling —  yxacarouuii
Merchandise — toBap, nokyrmnka
Incumbent —  HeyOOHBII, FPOMO3IKH
Display — BbicTaBka, mokas
Stocking —  xpaHeHwHe, CKIIaJUPOBaHHE
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Profess —  30.: mperennoBaTh Ha
Well-versed —  onbITHBIN, CBeLy M
Resort to — mpuberats k
Vending machine —  Toprossiii aBTOMOGHJIb
Efficient — sddexruBHbIit
Costly —  moporoii
Stock — 1. uaBeHTapH;
2. cKian;
3. TOBapHI Ha CKIIAZE
Sales staff —  corpymauku, paboTHHKH

Spoil -  moptuts
The depression — mepuon «Benukoit aenpeccun» (30-¢ romsl B
Awmepuke)

Encourage — 1. moompsts;
2. CrI0COOCTBOBATH;
3. moOyXIaTh
Feel — 30.: morporars
Article —  31.: ToBap, mpeamer

X. Translate the following sentences from Russian into English,
using words and expressions from the text

1. Pawnblie oH 6611 u36ecmen KaK OJMH U3 JIyUIINX IpoaaBIioB. OH ObUT
OuCHb ybedumenen (ymen yoexncoams), BEIKIUB U SHEPTHUCH.

2. Omna oOemana, 4YTo nepe3goHum MHE, HO MAK U He TEePEe3BOHMUIA.
OHa Jaxe HE U36UHULACHL 33 TO, YTO He clepxkana obemanue (0 keep one’s
promise).

3. Bawm He cienoBano npubecamv Kk TAKAM METOIAM yOedcOoeHuss Kiu-
enra. To, 94To BHI caenanu yowcacHo. KITMeHT cka3ai, 9To HUKOTIa He CIManKu-
8a/1C51 C TAKUAM NJIOXUM OOCIYHCUBAHUEM.

4. — OH, TOKHO OBITH, IMEJ 8ecKue OCHOBAaHUS, YTOOBI OTKA3aTh BaM.
OH crpammBan Bac, €CTh JIU Y BaC Onbvlm npooasya?

— Jla. OH Taxke CHpOCHI, KTO BaXHEE: KAUEHM, KOMOPbL psoom, WIH
TOT, KOMOPWIll 360HUM 1O MeENePOHY .

5. Bl yxe pewunu, 4To cobupaerech nokymnaTts? KoHeuHo, noxynku
TaKOro poja mpebyiom pasMbliiieHus. Ho MeHs Moxer gwviz6amb k Tenedo-
Hy MO HavansHHUK. BpuTO GBI XOpoIIo, ecau ObI Bl BeE pennmu (to have
everything settled) 1o Toro kak oH MO3BOHMT.

6. Dxonomuka Poccuu BcE emé epomosdra (Henosopomiausea) 1o cpas-
HeHnro ¢ skoHomukor CHIA. Ho ecrmut MBI npemendyem na TO, 9TOOBI CTaTh
IIPOIIBETAIONICH CTPAHOM, MBI TOJKHBI OBITh TOTOBHI K TOMY, YTO BIIEpPEIU
Hac KJIET MHOTO TPYJHBIX 3a/ad.
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7. OH npucmynun K pacxeaiu8anuioo 0OCHOUHCME CBOETO TOBapa. 3a-
TeM ero npepBanu. Korga ol BepHysics, KIHEHT ke ymén. Ecnu Obl kineHTa
MPeIyNpPeIUiid, YTO TPOJNABEI] CKOPO BEPHETCS, MOXET ObITh, OH OBl HE
YILET.

8. OH Bcerma HaHUMAJ ONbIMHBIX (c6edyuyux) MpoaaBroB. OHH JETKO
MOTYT O0BSICHHUTH, IOYEMY UX TOBAp CTOUT KYIHTh, HOOWPSIOm (HO3601510M)
NOMeHYUAIbHBIX TIOKYIaTeNel MoTporaTh TOBAp, NAIOT Pa3yMHbIE OOBICHE-
HHSL.

XI. Work in pairs. One of you is A, another is B. Each
of you translates the Russian part of the dialog into English
and then checks the correctness of the partner’s translation

A

Ha gacax 9:30 yrpa u [[xeiin ['pun, KOTOpYyI0 HEJJaBHO MPUHSIN Ha pa-
6oty MammHucTKOM B “TA”, eme He npuexana B oduc. Ee kyparop — OHH,
J4HbIH cexperapb Toma JxoHca. 3BOHUT Tese(oH. ..

Jane: Hello, Ann? I hope I’m not disturbing you.

Ann: JIxeiiH, s pana, 9To TH Mo3BoHMNA. [ e Te1? UTO Cirydminocs?

Jane: | wanted to know if | could have to day and tomorrow off.

Ann: B gem npobema? Trr 3a60mena?

Jane: Well, as a matter of fact, I really don’t feel very well today. I was
out pretty late last night.

Ann: U 11 cobupaemibcst He X0auTh Ha paboty aBa aHA? Twl yBepeHa,
YTO HE CMOXEIIb MPUUTH 3aBTpa?

Jane: Well, tomorrow some friends from out of town are going back-
packing, and they asked me to go along.

Ann: S tebst He monumaro, JbxeliH. O TakuMx Belax HY>KHO JOTOBapU-
BaThCs 3apaHee.

Jane: Yes, I know but...

Ann: Taxxe 51 y’e 1aBHO XOUy ITOTOBOPHUTH C TOOOW O KauecTBE HEKO-
TOpBIX paboT, KOTOpBIE THI cAaellb B HocienHee Bpems. Ceiiuac y MeHS B
pyKax AWPEKTHBA, KOTOPYIO Thl HamedaTtana aias mucrepa J[konca. B meit
MHOXKECTBO OII€YaTOK M MPOYNX HepoueToB. 1 3T0 yke He mepBbli cirydai.

Jane: Yes? | know the memo you mean. | was really rushing to finish it.
That was the day before yesterday. | had to leave a little earlier to pick up my
car at the repair shop.

Ann: Xopomo, J[xelH. S pa3zpeury Tebe creiars TO, YTO ThI 3aITaHU-
poBaia, B 3TOT nociennuil pa3. Ho HaMm npeacTout cepbe3Hblil pa3roBop.

Jane: O.K. Thanks, Ann. | really appreciate it.

Ann: Msl oxpiaeM, 9To THI Oyzems Ha paboTe B Cpey ¢ caMoro yTpa.

Jane: I promise. Nine o’clock on the dot!
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B

It’s 9:30 in the morning and Jane Green, who was recently hired as a
typist at TA, hasn’t arrived at the office yet. Her supervisor is Ann, Tom
Jones’ private secretary. The phone rings...

Jane: Ao, Dun? Haneroch, s1 Bac He moOECIIOKOMIIA.

Ann: Jane, I’'m glad you called. Where are you? What happened!?

Jane: Sl xotena y3HaTh, HENb3s JIA MHE B3STh BHIXOAHOW CErOXHS U 3aB-
Tpa.

Ann: What’s wrong? Are you sick?

Jane: Hy, BooOmie-To 51 cebst HE OYeHb XOPOIIO YYBCTBYIO CETOMHS.
Buepa s ryssina gonosaHa.

Ann: And you’re going to be out two days? You’re sure you can’t make
it in tomorrow?

Jane: Hy, 3aBTpa HEcKOJIbKO MOMX Apy3eH 3a rOpoJIOM HAYT B HOXOJ, U
OHU TTOTIPOCHIIM MEHSI IIOWTH C HUMH.

Ann: I really don’t understand, Jane. This is something that should have
been arranged ahead of time.

Jane: Jla, s 3Hat0, HO...

Ann: Also, I’ve been meaning to talk to you about the quality of some of
the work you’ve been turning in lately/ I’'m holding a memo here in front of
me that you did for Mr. dxomuc. It’s full of typos and other problems. And
this isn’t the first one.

Jane: Jla, s 3Har0, 0 KakoW JUPEKTHUBE BBl TOBOpUTE. S OueHb XOTena mo-
cKopee ee 3aKOHYHUTh. JTo ObLIO Mo3aBuepa. MHe Hy)KHO ObUIO YHTH HEMHO-
'O MopaHklile, YToObI 320paTh CBOIO MAILIMHY U3 PEMOHTA.

Ann: All right, Jane. I’'m going to let you go ahead with your plans this
one last time. But we’re going to have a serious talk.

Jane: Xopommo. Cracu6o, DHH. S 04eHb BaM NpH3HATENbHA.

Ann: We’ll expect you in first thing Wednesday morning.

Jane: i o6emaro. PoBHO B 1eBATH!

XIl. Answer the following questions

1. In your own words, state why human relations skills are important to
you. How will they help you in your career?

2. From your human relations abilities and skills self- assessment,
write out your five objectives.

3. Give two specific examples of when you experience human rela-
tions- one in a positive way, the other in a negative way. Also identify the
forms of both human relations.

4. Give two specific examples of how human relations affected your
performance- one in a positive way, the other in a negative way. Be sure to be
specific in explaining the affects of human relations.
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5. Give an example, personal if possible, of when the goal of human
relations was met. Explain how the individual’s needs were met and organi-
zational objectives achieved.

6. Give a specific example of a human relations problem in which you
elected to change yourself, rather than the other person or situation. Be sure
to identify your changed behavior.

7. Give a specific example, personal if possible, that supports the total
person approach. Explain how an individual’s job performance was de-
creased due to off-the-job problems.
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Unit V
MOTIVATION

I. Read the text
The Importance of Motivation

Motivation is the internal process leading to behavior to satisfy needs.
Have you ever wondered why people do the things they do? The primary
reason people do the things they do is to meet their needs. We often refer to
needs as wants. The process people go through to meet their needs is:

Need - Motive > Behavior - Satisfaction or Dissatisfaction

For example, you are thirsty (need) and have a drive (motive) to get a
drink. You get a drink (behavior) that quenches (satisfaction) your thirst.
However, if you could not get a drink, or a drink of what you really wanted,
you would be dissatisfied. When needs are not met through an organization,
employees are dissatisfied and are generally less productive.

Satisfaction is usually short-lived. Getting that drink satisfied you, but it
will not be too long before you will need another drink.

All behavior is motivated by some need. However, needs and motives
are complex: we don’t always know what our needs are or why we do the
things we do. Have you ever done something and not known why you did it?
Understanding needs will help you understand behavior.

We cannot observe motives; we can observe behavior and infer what the
person’s motive is. However, it is not easy to know why a person behaved the
way he or she did because people do the same thing for different reasons.
And people often attempt to satisfy several needs at once.

Why Motivating Employees Is Important

Some of the many reasons include:

e Motivation is the number one problem facing business today. To-
day’s employees have less interest in extra hours, job dedication, attendance,
and punctuality.

e $160 billion a year a lost through wasted time on the job. This figure
does not include the cost of absenteeism, alcoholism and drug abuse, or per-
sonal problems. Many employees just do enough to get by without being
fired. They operate at about 60 percent efficiency. With proper motivation
their efficiency could be raised to 80 percent or higher.

e The old belief was that if you paid people adequately they would be
motivated. However, today we realize that people don’t work just for money.
Money is not the prime motivator; job satisfaction is.

e Motivation is a major part of a manager’s job. Motivational skills
with subordinates is critical for advancement.
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How Motivation Affects Performance

Generally, an employee who is motivated will try harder to do a good
job than one who is not motivated. However, performance is not simply
based on motivation. The level of performance attained is determined by
three interdependent factors: ability, motivation, and resources. Stated as a
performance formula:

performance = ability x motivation x resources.

For performance levels to be high, all three factors must be high. If any
one is low or missing, the performance level will be adversely affected. For
example, Nick, a student, wants to get an “A” on an exam (high perfor-
mance). He has the books, notes, etc. (resources), and studies long and hard
(motivation). However, Nick is low in academic ability and does not get the
“A.” Susan, a very intelligent student, has the books, but does not study (low
motivation), and does not get an “A” either. Peter, an intelligent, motivated
student, has an outdated edition of the book, with material missing. There are
several questions from the new material on the exam, causing him to get a
“B.” Angela has all three factors and gets the “A.”

As an employee and manager, if you want to attain high levels of perfor-
mance, you must be sure that you and your employees have the ability, motiva-
tion, and resources to meet objectives. When performance is not at the standard
level or above, you must determine which performance factor needs to be im-
proved, and improve it. The key to high performance is the goal of human rela-
tions — satisfy employee needs while achieving organizational objectives. Meet-
ing the needs of both the individual and the organization addresses the issue of
“What’s in it for me?” Both the individual and the organization benefit.

Motivation Techniques
Giving Praise

In the 1940s, Lawrence Lindahl conducted a survey revealing that what
employees want most from a job is full appreciation for work done. Similar
studies have been performed over the years with little change in the results.
As has been known for many years, one simple and powerful way to increase
productivity is through giving praise and recognition. It is probably the most
powerful, simplest, and most underused motivational technique there is.
When was the last time your boss gave you a “thank you”, or some praise for
a job well done? When was the last time the boss complained about your
work? What is the ratio of when you do a good job to when you mess up? Is
your boss’s praise frequent enough?

Giving praise was popularized by Ken Blanchard and Spencer Johnson
through their best selling book The One-Minute Manager. They developed a
technique that involved giving one-minute feedback of praise. The steps in
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giving praise are as follows: Step 1. Tell the person exactly what was done
correctly; Step 2. Tell the person why the behavior is important; Step 3. Stop
for a moment of silence; Step 4. Encourage repeat performance. Blanchard
calls it one-minute praise because it should not take more than one minute to
give the praise. It is not necessary for the employee to say anything.

Examples:

Step 1. Tell the Person Exactly What Was Done Correctly: When giv-
ing praise it is important to look the person in the eye. Eye contact shows
sincerity and concern. It is important to be very specific and descriptive.
General statements like “you’re a good worker” are not as effective. But, on
the other hand, don’t talk for too long, or the praise loses its effectiveness.

Supervisor: John, I just overheard you deal with that customer’s com-
plaint. You did an excellent job of keeping your cool; you were polite. That
person came in angry and left happy.

Step 2. Tell the Person Why the Behavior is Important: Briefly state how
the organization, and/or person, benefits from the action. It is also helpful to tell
the employee how you feel about the behavior. Be specific and descriptive.

Supervisor: Without customers we don’t have a business. One customer
bad-mouthing us can cause hundreds of dollars in lost sales. It really made
me proud to see you handle that tough situation the way you did.

Step 3. Stop for a Moment of Silence: This is a tough one. Most super-
visors author trains have trouble being silent. The rationale for the silence is
to give the employee the chance to “feel” the impact of the praise. It’s like
“the pause that refreshes.”

Supervisor: (Silently counts to five.)

Step 4. Encourage Repeat Performance: This is the reinforcement that
motivates the employee to keep up performance. Blanchard recommends
touching the employee. Touching has a powerful impact. However, he re-
commends it only if both parties feel comfortable. Others say don’t touch
employees; it could lead to a sexual harassment charge.

Supervisor: Thanks, John, keep up the good work (while touching John
on the shoulder, or shaking hands).

As you can see, giving praise is easy, and it doesn’t cost a penny. Sever-
al supervisors the author has trained to give praise say it works wonders. It’s
a much better motivator than giving a raise or other monetary reward. One
supervisor stated that an employee was taking his time stacking cans on a
display. He gave the employee praise for stacking the cans so straight. The
employee was so pleased with the praise that the display went up with about
a 100 percent increase in productivity. Notice that the supervisor looked for
the positive and used positive reinforcement, rather than punishment. The
supervisor could have made a comment such as, “Quit goofing off and get the
display up faster.” That statement would not have motivated the employee to
increase productivity. All it would have done was hurt human relations, and
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could have ended in an argument. Notice that, in the above supervisor’s ex-
ample, the cans were straight. The employee was not praised for the slow
work pace. However, if the praise had not worked, the supervisor should
have used another reinforcement method.

Il. Words to be remembered

internal — BHyTpeHHmI

primary — nepBoCTeTICHHBIH, TIaBHBII

refer to — cceutaThes Ha

need — moTpeGHOCTH

complex — ciokHbI#

extra hours — 1omoaHUTENBHBIE Yachl PAOOTHI
attendance — mocemaeMocTs, iBKa

fire — yBonuth

job satisfaction — ymosneTBopenue ot paboTs
to be missing — He xBaTaTh, OTCYTCTBOBATH
outdated — ycrapeBurmii

determine — onpeensiTh, pemiath

conduct a survey — npoBOJHTb HCCIICIOBaHUE
praise — moxaaa, MOOIPEHUE

recognition — npu3nanue

complain — xanoBarbcs

encourage — nooupsarTh, 000APsTH

on the one hand — ¢ oxHO# cTOpOHBI

on the other hand — ¢ apyroii ctopoHs!
overhear — moxcnymars, yCusIiaTh

keep one’s cool — coxpaHsTh CIOKOWCTBHE
briefly — kxpaTko

specific — moapoOHbIil, KOHKPETHBII

handle — cripaBisThes ¢, obpaiaTses ¢

tough — TpynHbIit

charge — oGBuHEHHE

work wonders — TBoputh uyeca

give a raise — moAHUMATh 3apIliaTy
punishment — Haka3zanue

slow work pace — meTeHHBIH TeMIT paGOTHI

lll. Give Russian equivalents to the following words
and expressions

—to have a drive to —
—to quench -
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—to be dissatisfied —

— less productive —

— short-lived —

—to observe motives —

—to infer —

— extra hours —

— attendance —

— absenteeism —

— drug abuse —

—to do enough to get by without being fired —
— efficiency —

— subordinates —

— the level of performance attained —
—adversely —

— academic ability —

— to attain high levels of performance —
— issue —

—revealing —

— full appreciation for work done —
— over the years —

—to increase productivity —
—through giving praise and recognition —
— most underused motivational technique —
— ratio —

—to mess up —

— feedback —

— eye contact —

— sincerity —

— concern —

— descriptive —

— general statement —

— to keep one’s cool —

— to bad-mouth —

— lost sales —

— to have trouble being silent —

— rationale —

— the pause that refreshes —

— reinforcement —

— to keep up performance —

— sexual harassment charge —

— monetary reward —

— to stack cans —

— rather than —
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—to goof off —
— to hurt human relations —

IV. Translate the following expressions from Russian into English

— ryaBHas (MepBOCTENEHHAs ) IPUYNHA —
— YAOBIETBOPSATH MOTPEOHOCTH —

— CCBIIATBCS Ha —

— CJIOXHBIH, 3aIlyTaHHBIA —

— TIBITATHCS YAOBICTBOPUTH HECKOJIBKO MMOTPEOHOCTEH —
— TIepBOOUepeHas MpobdiemMa, CTosIas Iepes Ou3HecoM —
— IyHKTYaJIbHOCTb —

— B JOCTaTOYHOU Mepe, COpa3MepHO —

— HaBBIKH —

— CII0OCOOHOCTH, MOTHBAIS U PECYPCHI —
— ycTapeBllee n3aHue KHUTH —

— CIIY>KUTb IPUUUHOM —

— TTOI00HBIE MCCIIEAOBAHUS —

— C MaJIbIM U3MCHEHHEM PE3YIbTaTOB —
— 33 XOPOIIIO BBIIIOJIHEHHYIO paboTy —

— YacThIi —

— pa3paboTaTh METOUKY —

— CMOTpPETh KOMY-THOO B IJ1a3a —

— C Ipyroi CTOPOHBI —

— TepATh SPPEKTUBHOCTH —

— paccMaTpHUBaTh JKaI00y KIUCHTA —

— KpaTKo —

— IOJIy4aTh MOJIB3Y (BBIMIPHIBATh) OT —
— MOJIE3HO —

— pa3pemaTh TPYIHYIO CUTYaIUIo —

— BIIMSIHUE TTOXBAJIBI —

— CUMTATh /10 IISITh —

— IIPOAOIDKATH XOPOIIo paboTaTh —

— IIJIe40 —

— HC CTOUT HHU LICHTA —

— JlesiaTh 3aMe4aHue —

— IpeKpamnarh —

— 3aKaHYMBaTHCS CIIOPOM —

V. Answer the questions

1. What is motivation?

2. Why do people do the things they do?

3. What happens when needs are not met through an organization?
4. s satisfaction usually long-lived?
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5. What is all behavior motivated by?

6. Can we observe motives?

7. What was the old belief about paying people?

8. What is critical for advancement?

9. What factors determine the level of performance?
10. What is the key to high performance?

11. What survey did Lindahl conduct in the 1940-s?
12. What is the simple way to increase productivity?
13. What do you know about the book One-Minute Manager?
14. What do some supervisors think about the book?
15. What example did one of the supervisors give?

VI. Read the text describing criteria for objectives. Insert
the missing words, using the table below

Criteria for Objectives

e Difficult but ........ A number of studies have shown that individuals
perform better when assigned difficult objectives, rather than........ ones, or
simply told ‘“do you best *’. To motivate people to high levels of.......... ,
objectives must be challenging. However, if people do not believe that the
objectives are........ they will not be motivated to work for their.......

e Observable and measurable. If people are to achieve objectives they
must be able to observe and ....... their progress regularly. Studies have
shown that individuals perform better when their performance is measured

e Specific, with a target date. Employees must know exactly what is
expected of them, and when it is expected to be completed by, to be moti-
vated. Should be given specific objectives with.......... However, there are
objectives that do not require or lend themselves to target dates. For example,
the objectives in the skill-building exercises do not list a ............

o Participatively set when possible. Groups that participate in setting
their objectives generally outperform groups with assigned......... Supervi-
sors should use the appropriate level of participation for the employees’ ca-
pabilities. The higher ........... , the higher the level of participation.

e Accepted. For objectives to be met they must be accepted by those
responsible for their attainment. Even meeting the above four.......... With-
out acceptance can lead to........... If employees are not committed to strive
for the objective they may not meet it. Using participation helps get em-
ployees to accept objectives.

the capabilities criteria failure objectives measure
evaluated employees a target date achievable easy
performance accomplishment deadlines
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VII. Read the story, using the Word List below. Think of your
own example, showing how motivation can affect performance

Jessie’s Glove

A kind and compassionate act is often
its own reward

William J. Bennett

I do a lot of management training each year for the Circle K Corporation, a
national chain of convenience stores. Among the topics we address in our semi-
nars is the retention of quality employees — a real challenge to managers when
you consider the pay scale in the service industry. During these discussions, | ask
the participants, “What has caused you to stay long enough to become a manag-
er?” Some time back a new manager took the question and slowly, with her voice
almost breaking, said, “It was a $19 baseball glove.”

Cynthia told the group that she originally took a Circle K clerk job as a inte-
rim position while she looked for something better. On her second or third day
behind the counter, she received a phone call from her nine-year-old son, Jessie.
He needed a baseball glove for Little League. She explained that as a single
mother, money was very tight, and her first check would have to go for paying
bills. Perhaps she could buy his baseball glove with her second or third check.

When Cynthia arrived for work the next morning, Patricia, the store manag-
er, asked her to come to the small room in back of the store that served as an of-
fice. Cynthia wondered if she had done something wrong or left some part of her
job incomplete from the day before. She was concerned and confused.

Patricia handed her a box. “I overheard you talking to your son yester-
day,” she said, “and I know that it is hard to explain things to kids. This is a
baseball glove for Jessie because he may not understand how important he is,
even though you have to pay bills before you can buy gloves. You know we
can’t pay good people like you as much as we would like to; but we do care,
and I want you to know you are important to us.”

The thoughtfulness, empathy and love of this convenience store manag-
er demonstrates vividly that people remember more how much an employer
cares than how much the employer pays. An important lesson for the price of
a Little League baseball glove.

Rick Phillips
Word List

Convenience store — MarasuH, IJile MOXHO KylnuTh €ny,
CIIMPTHBIC HAIIWTKH, JXYpPHAJIBI U
T.O.
Retention —  ynepxanue
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Quality employee —  1eHHBIi, ONBITHBIH COTPYAHHUK
Aread challenge — o Hacrosimemy TpyAHas 3agaya
Pay scale — ypoBeHb oruIaThI
Participants —  y4yacTHuKH
Interim —  BpeMeHHBIH, TIpeIBAPUTENBHBIH,
IIPOMEXKYTOUHBII
Behind the counter —  3a mpumaBkoM
Incomplete —  He3akOHYEHHBIH, He3aBEPIICHHbIH
Be confused —  GbiTh B 3aMemaTensCTBe
Overhear (overheard) — momcmymaTs
Thoughtfulness —  couysctBue. ConepexkuBanue,
YMEHHE MOCTaBUTh ce0st Ha MECTO
JIpYyroro
Vividly —  HarnsaHo, ipKo

VIIl. Read the story, using the Word List below. Discuss
with your partner, what motivation for such job performance
the cab driver had

A Million-Dollar Lesson

All labor that uplifts humanity has
dignity and importance and should be
undertaken with painstaking excellence

Martin Luther King Jr.

I had flown into Dallas for the sole purpose of calling on one client.
Time was of the essence, and my plan included a quick turnaround trip from
and back to the airport. A spotless cab pulled up. The driver rushed to open
the passenger door for me and made sure | was comfortably seated before he
closed it. As he got into the driver’s seat, he mentioned that the neatly folded
Wall Street Journal next to me was for my use. He then showed me several
tapes and asked me what type of music | would enjoy. Well! I looked around
to see if I was on Candid Camera. Wouldn’t you? I couldn’t believe the ser-
vice receiving. “Obviously you take great pride in your work,” I said to the
driver. “You must have a story to tell.”

He did. “T used to be in Corporate America,” he began. “But I got tired of
thinking my best would never be good enough, or appreciated enough. | decided
to find my niche in life where | could feel proud of being the best | could be. I
knew | would never be a rocket scientist, but I love driving cars, being of service,
and feeling like I have done a full day’s work and done it well.”

After evaluating his personal assets, he decided to become a cab driver.
“Not just a regular taxi hack,” he continued, “but a professional cab driver.
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One thing | know for sure, to be good in my business I could simply just
meet the expectations of my passengers. But to be great in my business, I’d
have to exceed the customer’s expectations. I like the sound of being ‘great’
better than just getting by on average.”

Did I tip him big time? You bet. Corporate America’s loss is the travel-
ing folks gain!

Peter Parker
Word List

Time was of the essence —  BpeMst UTpao OYEHD BAKHYIO POITH
Turnaround trip — moe3zaka Tyaa u 06paTHO
Spotless —  6e3ynpeyHo YKMCTHIH
Pull up — ocraHaBnMBaTHCS, MOIOKIATH
Rush —  punytscs, 6pocutses
Make sure — yGenuthbes
Neatly folded — akkypaTHO citox)eHHBII
Be on Candid Camera— cuumMatbcs B nepenade «CKpbITas Kame-
pa»
Take great pride in —  o4eHsb ropaurcs
Niche — wuma, pabora (memo), MOAXOASIIAS
Personal assets — MMEHHO IS ONPENCIEHHOTO YEIOBEKa
Hack — «paGouass nomanp», 4YenOBeK, BBIIOJ-
HSIOIINN TSOKENTYIO HYIHYIO padoTy
Meet the expectations — ompaBnath oXuIaHHS (IPEBOCXOAUTH)
Tip something big time —  maTe meapsic YacBbie
You bet —  emé GBI, MOXETE HE COMHEBATHLCS
Traveling folks —  30.: maccaxxupsr

IX. The sentences below contain Active Vocabulary from
the story “A Million-Dollar Lesson”. Translate the sentences into
Russian. Use some of the sentences in your own situations

1. Some drivers are on a bonus for fast turnaround and deliveries.

2. Before his arrest, the suspect’s record was spotless.

3. This policy is a key feature of our long-term corporate planning

4. She’s found a niche for herself in the book trade.

5. 1think Jack would be an asset to this department.

6. He really made it to the big time when his book was turned into a
Hollywood movie.

7. On average men smoke more cigarettes than women.

8. Japanese people on average live much longer than European.

9. Fourteen months of painstaking investigation brought unexpected
results.
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10. The family faced their ordeal with dignity and courage.
11. Even in the prison camp we tried to retain some human dignity.
12. The dignity of the occasion was spoilt when she fell down the steps.

X. Translate the following dialog from English into Russian,
using the Word List below

(In Tim Rice’s office)

KEN BLACK: Mr. Rice, we’ve got trouble in the press room this morning.

TIM RICE: Oh dear, what’s it all about, Ken?

KEN BLACK: One of the press operatives arrived an hour and a half late.

TIM RICE: But that’s a straightforward affair. He simply gets his pay
docked. That’s why we have a clocking-in system.

KEN BLACK: But the point is the man was clocked in at eight o’clock.
Symes, who stands by the time clock, swears he saw nothing irregular.

TIM RICE: Is Symes reliable?

KEN BLACK: Yes, he is. That’s why we chose him for the job

TIM RICE: Have you spoken to the man who was late?

KEN BLACK: Not yet. I thought I’d have a word with you first. He’s a
difficult man. And I think there’s some trouble on the shop floor. I’ve got a
feeling that one of the shop stewards is behind this. The foreman told me that
Jack green’s been very active around the shop the last few days.

TIM RICE: Well, what do you want me to do?

KEN BLACK: I was wondering if you’d see Smith, the man who was
late, because you’re so much better at handling things like this than I am.

TIM RICE: Oh, all right, I’ll see him. I must say I agree with you about
there being bad feeling in the works. I’ve had the idea for some time that Jack
Green’s been busy agitating in connection with the latest wage claim. He’s
not like the other stewards. He’s always trying to make trouble. Well, I’1l get
the foreman to send Smith up here.

Word List

Press room — mpeccoBOYHBIN LEX
That’s a straightforward affair — cnyuaii Bnonue sicHbIit
Get one’s pay docked —  BBIYeCTh U3 3apIUIATHI
Clocking in system —  peructpaiis mnpuxoia Ha paboty u
yxoza ¢ paboTsl
There is some trouble on the y Hux B exe He BCE GaromoayyHo
shop floor —
Shop steward —  mexoBoii ctapocra
Foreman — wmacrtep
To be busy agitating —  30.. akTuBU3UpOBATH
Wage claim— Ttpe©oBaHHe MOBBICHTb 3apILIaTy
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XI. Translate the following dialog from Russian into English,
using the word list below

Tum: A, Cmur. Bxoaure, noxanyiicta. I[loxkanyiicra, npucaxuBaiTecs.
Hackoubko s noHMMal0, B BalieM Tadene MallnHONH OTMEYEHO BpeMs 8 4acoB
yTpa, a IPUILIH BB HA padoTy B 9.30.

Cwmut: Tak OHO U eCTb.

Tum: Bl X0THTE CKa3aTh, YTO KTO-TO OTMETHJ Baml Tabeiab B 8§ 4acoB
yrpa?

Cwmur: Jla.

Tum: Hagerocs, Bbl 3HaeTe, YTO Mbl MOXKEM Bac 3a 3TO yBOJHUTh. Benp
peub UAET O TOM, YTO BBl PETEHIyeTe Ha 3apIuiaTy 3a paboTy, KOTOPYIO BB
(haKTU4ECKH HE BBHITTOIHSIH.

Cwmur: Her, s HY Ha 4TO HE MPETEHIYIO.

Tum: Torga 1 HU4Ero He IOHUMALO.

Cmur: Buepa BeuepoM 5 MOMBUI MAIIMHY M-pa Yaiiica mocyie OKOHYa-
HUS MOeH paboueil CMEHEI.

Tum: Ho 5T0 HE MMeeT HUKAKOro OTHOIIEHHS K AEITy.

Cmur: 3a 3Ty paboTy MHE HY)KHO 3aIUIaTHTh, HE TaK JIN?

Tum: Ho Bam, HaBepHsIKa, IUIATAT 34...

Cwmur: 3a cBepxypounyro? Ecnm st paboTaro cBepXypOdHO, s X0UY, 4TO-
OBl MHE 3a 3TO COOTBETCTBEHHO 3aIUIATHIIM — MO 3aKOHHBIE U IUTIOC ITOJIO-
BUHY. Tak monaraercs, pa3se HeT?

Tum: Ho Takue nena pemaroTcsi B 4acTHOM mopsinke. OHU HE UMEIOT HU
KaKoro OTHOIIICHUS K Baliieii pabote B iexe. Bbl roBopiiu ¢ M-poM Yaiiacom?

CMmut: A yero roBopuTh-T0. Ecnu s gyac BoXych C €ro MaIivHOH, TO
HMEIO NPaBO Ha JOMOJHHUTENBHYIO OIUIaTy 3a MOJITOpa Yyaca K MOe OCHOBHOM
pabore.

Tum: Buante my, 1 He cobHuparoch 00CyKAaTh ¢ BAMHU TaKyl0 OeccMBbIC-
nuiy. S cumraro, 4To BBl HapymMau gucuuiuinHy. IlosTomy m3 Bamiei 3ap-
IUTaThl HA ATOM HEJENe Mbl BEIUTEM 3a MOATOpa 4aca. M 1 nommkeH npexymnpe-
JUTh, YTO €CJIM TAKOE MOBTOPUTCS, MBI BaC YBOJIUM.

Cwmur: [TonpoOytiTe yBoauTh MeHa. Cpasy ke HagHeTcs 3a0acTOBKa.

Tum: MHe oueHb Kajlb, HO TAKOBbI Halllv MpaBuiia. Eciu Bbl UX Hapyliae-
T€, TO AOJDKHBI OTBEYATh 3a 3TO; BBI BEIb M CAMH IIPEKPACHO BCE MOHHUMAETE.

Word List

B Bamem Tabene mammuuoit  your card was punched for 8
ormeyeHo 8 yrpa—  o’clock this morning
Veoauts —  dismiss
Peus unér o Tom, uto — What it amounts to is
Iocne okonuanust moeit pa-  out of works time
0oueli CMEHBI —
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D10 He uMeeT HuKkakoro that doesn’t affect the issue
OTHOILICHHUS K JCTy —
Taxast 6eccmbiciuiia —  something so absurd

BeruuraTh u3 3apmiatel —  subtract from one’s pay
Cpasy xe HauHeTcs 3a0acToB- you’ll have a walk-out on your
ka— hands

Hapymars npasmma —  break the rules
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Unit VI
LEADERSHIP

I. Read the text
Leadership

Leadership is the process of influencing employees to work toward the
achievement of objectives.

Why are leadership skills important to managers?

The most fundamental task of any manager is that of being an effective
leader. Failure to lead properly results in missed deadlines, poor quality, and
lower productivity. Survey results have revealed that academicians and prac-
titioners alike agree that leadership is the most important topic of all within
the realm of organizational behavior. Employees learn by watching. They
constantly observe the supervisor’s behavior as a guide for their own beha-
vior. The unique exchange that develops between the leader and members of
the group influences behavior. Managers are responsible for getting the job
done through employees. Without the ability to influence them to achieve
objectives they will not be successful.

Leadership and Management Are Not the Same

People tend to use the terms manager and leader interchangeably. How-
ever, this is not correct. Managers and leaders are different. Leadership is one
of the of the five management functions. The five functions include planning,
organizing, staffing, leading, and controlling. A manager can have this posi-
tion without being a true leader. There are managers- you may now of some-
who are not leaders because they do not have the ability to influence others.
They tell employees to do something, but the employees don’t do it. There
are also good leaders who are not managers. The information leader, an em-
ployee group member, is a case in point. You may have worked in a situation
where one of your peers had more influence in the department than the man-
ager. To summarize, management is broader in scope than leadership; leading
is only one of the five management functions. There are successful managers
who are not considered leaders.

How Leadership Affects Behavior, Human Relations, and Performance

There are different styles of leadership. The leader’s style affects the
leader’ behavior. Or, in other words, the leader’s style. An autocratic leader
displays different behavior than a democratic leader. The human relations
between leader and follower will differ according to the leadership style.

Leadership, although mediated by a host of intervening variables, does
have a casual impact on performance. It is difficult to prove the direct rela-
tionship between performance and leadership because of the number of va-
riables. For example, is IBM successful because of its present CEO, and past
CEO, or because the company entered the computer business when there was
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little competition? Or are there other possible reasons? Leadership has been
stated as a major reason for IBM is known for developing good leaders.
When a survey asked top executives to name a company that develops good
leaders, 64 percent named IBM.

Research indicates that leadership can make a difference in perfor-
mance, though it does not always do so. The leader’s behavior can have a
positive or negative impact on other’s performance. Truly outstanding leaders
tend to elicit highly effective performance from others. However, the number
of such leaders is small. One study estimated the percentage of leaders who
really make a difference in this manner to be about 15 percent in any given
organization.

The Ghiselli Study

Probably the most widely publicized trait theory study was conducted by
Edwin Ghiselli. Professor Ghiselli studied over 300 managers from 90 differ-
ent businesses in the United States and published his result in 1971. His study
concluded that there are traits important to effective leadership, though not all
are necessary for success. Ghiselli identified the following six traits, in order
of importance, as being significant traits for effective leadership:

1. Supervisory ability. Getting the job done through others. Basical-
ly, the ability to perform the five functions of management.

2. Need for occupational achievement. Seeking responsibility. The
motivation to work hard to succeed.

3. Intelligence. The ability to use good judgment, reasoning and
thinking capacity.

4. Decisiveness. The ability to solve problems and make decisions
competently.

5. Self-assurance. Viewing oneself as capable of coping with prob-
lems. Behaving in a manner that shows others that you have self-
confidence.

6. Initiative. Self-starting in getting the job done with a minimum
of supervision from one’s boss.

Basic Leadership Styles

In the 1930, before behavioral theory became popular, Kurt Lewin, Ro-
nald Lippitt, and Ralph White conducted studies that concentrated on the
manner or style of the leader. Their studies identified three basic leadership
styles:

Autocratic: The leader makes the decisions and closely supervises em-
ployees. This can be related to Theory X assumptions.

Democratic: The leader allows participation in decisions and does not
closely supervise employees. This can be related to Theory Y assumptions.

Laissez-Faire: The leader takes a leave-the-employees-alone approach.
This is neither Theory X nor Theory Y.
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The studies concluded that the democratic style was the most desirable
and productive. However, later research revealed cases in which the demo-
cratic style was not more productive. The contingency theorists contend that
the appropriate style will change with the situation.

Two-Dimensional Leadership Styles

Structuring and Consideration Styles

In 1945, the Personnel Research Board of Ohio State University, under
the principal direction of Ralph Stogdill, began a study to determine effective
leadership styles. In the attempt to measure leadership styles, they developed
an instrument known as the Leader Behavior Description Questionnaire
(LBDQ). Respondents to the questionnaire perceived their leader’s behavior
toward them on two distinct dimensions:

1. Initiating structure. The extent to which the leader takes charge
to plan, organize, direct, and control as the employee performs the
task.

2. Consideration. The extent to which the leader communicates to
develop trust, friendship, support, and respect.

Job-centered and Employee-Centered styles

At approximately the same time the Ohio State studies began, the Uni-
versity of Michigan’s Survey Research Center began leadership studies under
the principal direction of Rensis Likert. The research also identified two di-
mensions or styles of leadership behavior:

Job-centered. This is the same as initiating structure.

Employee-Centered. This is the same as consideration.

Using the Appropriate Supervisory Style

Autocratic style involves high directive/low-supportive behavior and is
appropriate when interacting with low-capability employees. When interact-
ing with employees you, as the supervisor, give very detailed instructions,
describing exactly what, when, where, and how to perform the task. You also
closely oversee performance. The supportive style is largely absent. Deci-
sions are made by you without input from the employees.

Consultative style involves high directive/high-supportive behavior and
is appropriate when interacting with moderate-capability employees. Here,
you would give specific instructions, telling employees what, when, where,
and how to perform the task, as well as overseeing performance at all major
stages through completion. At the same time, you would support the em-
ployees by explaining why the task should be performed as requested and
answering their questions. You should work on relationships as yousell” the
benefits of completing the task your way. When making decisions, you may
consult employees, but you have the final say. Once you make the decisions,
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which can incorporate employees’ ideas, you direct and oversee their perfor-
mance.

Participative style is characterized by low-directive/high-supportive be-
havior and is appropriate when interacting with employees with high-
capability. When interacting with employees, you give general directions.
You should spend limited time overseeing performance, letting employees do
the task their way while you focus on the end result. You should support the
employees by encouraging them and building up their self-confidence. If a
task needs to be done, don’t tell them how to do it, ask them how they will
accomplish it. Make decisions together or allow employees to make the deci-
sion subject to your limitations and approval.

Laissez-faire style entails low-directive/low-supportive and is appropri-
ate when interacting with outstanding employees. When interacting with
these employees, you should merely let them know what needs to be done.
Answer their questions, but provide little, if any, direction. It is not necessary
to oversee performance. These employees are highly motivated and need
little, if any, support. Allow these employees to make their own decision sub-
ject to your limitations although your approval will not be necessary.

Il. Words and expressions to be remembered

Leadership skills — HABBIKH PYKOBOIUTEIS

Failure — Hey/aua, mpoBa

Properly — COOTBETCTBYIOIIUM 00pa3oM; IPaBHIbHO
Deadline — KpailHui CpOK

Guide — PYKOBOJCTBO

Achieve objectives — JI0OUBATHCS OTPEICICHHBIX IIeeit
Peer — PaBHBbIH IO MONOKESHHUIO HIIH TI0 3BaHUIO
Scope — Maciitad, OXBat

Autocratic — JUKTATOPCKUN, aBTOPUTAPHBII
Indicate — yKa3bIBaTh

Have an impact — OKa3bIBaTh BIIMSHUEC

Tend — OBITh CKJIIOHHBIM, UMETh TCHJICHLIHIO
Trait - gepTa (Xapakrep)

Decisiveness — PEIIUTENHHOCTh

Self-assurance — YBEPEHHOCTH B cebe

Be capable of - OBbITH CITOCOOHBIM JEIATh YTO JUOO
Cope with — CIIPABIIATHCSI

Supervision — HaJ130p, KOHTPOJIb, HAOIIOICHHE
Laissez-faire — CTHJIb HEBMEIIATEIHCTBA

Reveal — BCKPBITh, OOHAPYKHUTH

Interact — B3aUMOJEHCTBOBATH

Completion — 3aBepIIEHNE, BBITIOJIHEHUE

You have the final say — IIOCJIETHEE CJIOBO 3a BaMHU
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Encourage — TIOOLIPSATH, OJ00PSTH
Accomplish — BBINOJIHATH
Approval — oJ00peHue

lll. Give Russian equivalents to the following words
and expressions

— Missed deadlines

— Academicians

— Practitioners

— Within the realm of

— Unique exchange

— Interchangeably

— Staffing

— Ina case in point

— Display different behavior

— Mediate

— Have a casual impact on

— Intervening variables

— Identify

— Significant traits

— Seek responsibility

— Reasoning

— Contingency theory

— Contend

— Dimension

— Low-capability employees

— Oversee performance

— Input

— High directive behavior

— Moderate-capability employees
— Incorporate employees’ ideas
— Building up one’s self-confidence
— Limitations

— Entail

— Provide little, if any, direction

IV. Give English equivalents to the following words
and expressions

— Haubonee obcyxnaemas (Tema)
— Huskoe kauecTBO

— Pe3ynbTaTh! uccie1oBaHAS

— Hectu 0TBETCTBEHHOCTH 32

— Hacrosmwmit nuaep
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— PaBHbli1 10 NONI0KEHUIO

— B urore

— Jpyrumu cioBamu

— B cooTBeTCTBUM CO CTHIIEM PYKOBOJICTBA

— PaboTa; BeIIOJIHEHHE 00s3aHHOCTEN

— JlobuBaTbcs 3 PEKTHBHOTO BHIIOTHEHUS 00s13aHHOCTEH
— B nmopsinke Bo3pacTaHus CTENEHN BAXXHOCTH

— I'maBHBIM 00Opazom

— ABTOpUTApPHBIN CTUIIL

— JIeMOKpaTU4ECKUI CTUIIb

— CTunp HeBMeEIIaTeIbCTBA

— Haubornee xenatenbHbIi

— Ompenenuts 3PPEeKTUBHBIE CTHIN PYKOBOJCTBA
— ITonpoOHbIe HHCTPYKIIMU

— BrInonHuTs 3ananue

— KonkpeTtnslit

— OCHOBHBIE 3TaIbI

— BBINIONHATE B COOTBETCTBUH ¢ TPEOOBAHUAMHU

— IIpuHUMATH perIeHus

— HaGmromaTs 3a (KOHTPOIHPOBATH) BHIITOJHCHHEM
— CoBeTOBATHCSI C COTPYAHUKAMHA

— CocpeioTOYNThCSI HA KOHEYHOM Pe3yJIbTaTe.

V. Answer the questions on the text

OoOoO~Nownpbh~,wNE

. What can failure to lead properly result in?

. What have survey results revealed?

. How do employees learn?

. Can managers achieve success without influencing employees?

. Are the terms “manager” and “leader” the same in meaning?

. Does the leader’s style affect the leader’s behavior?

. I s there a direct relationship between performance and leadership?

. What was the main reason of IBM’s success?

. What is the percentage of leaders who elicit highly effective perfor-

mance from others?

10.
11.
12.
13.
14.
15.
16.
17.
18.

Who is the author of the most widely publicized trait theory?
What are the most significant traits for effective leadership?
What are the basic leadership styles?

What is the most desirable and productive leadership style?
What instrument helps to determine effective leadership styles?
What behavior does autocratic style involve?

What behavior does consultative style involve?

Describe participative style.

Describe laissez-faire style.
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VI. Match each leadership style in the figure 1 with a definition
by writing the correct number below the leadership style

Leadership Styles

Autocratic Participative Laissez-faire

Definition Definition Definition
Figure 1

Definition 1: a leadership style in which the leader encourages a free
flow of communication and shares decisions with the group. There is a high
concern for both people and task.

Definition 2: a leadership style characterized by a “leave it alone” or
“hands off” approach. The manager leads by acting mainly as a consultant
and turns most decisions over to the group. There is a low concern for people
and task.

Definition 3: a leadership style in which the leader uses authority in a
straightforward manner by simply issuing orders. There is a high concern for
the task and a low concern for people.

VII. What kind of leader (autocratic, participative, or laissez-faire)
might make the following statements?

Mary Jones: “I prefer to hand my workers the task and let them figure
out the best way to solve the problem.”

David Kent: “I decide what should be done and how it should be
done.”

Adolfo Gomez: “I try to get the opinions of all the members of the group
so that we will have a consensus on the best approach.”

VIII. Think of a situation in which you played a leadership role,
for example, as manager of a project at work, as a teenager
taking care of younger brothers and sisters, or as president
of a club at school. Answer the following questions about your
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leadership role in that particular situation. Then discuss your
answerers with a partner.

A LEADERSHIP EXPERIENCE

Situation
Your leadership role
Date of event(s)
1. What activity did you need to direct your subordinates to accom-
plish?
2. How many subordinates were there?
3. Who set the objective(s)?
4. Who determined how you would accomplish the objective(s)?
5. How did you motivate your group (or did they motivate them-
selves)?
6. Was there any disagreement (conflict) in your group? If so, how
did you resolve it?
7. How would you characterize your leadership style in this situation?
8. Did you meet your objective(s)? Were you satisfied
with the results of your leadership? Why or why not?

IX. Read the text and discuss it with your partner
in the form of a dialog

A Lesson in Leadership

It is not who is right, but what is right,
that is of importance

Thomas Huxley

I was born in South Africa, two years before apartheid was instituted as
the political and social system of the land. | was raised with all the privileges
of a white South African, and | was taught that the people with the greatest
authority were also the people with the greatest competence. On my first job,
one man dislodged me permanently from my mistaken belief.

At age 20, | left the white beaches of Cape Town, where | had been
raised, to pursue a career in Johannesburg. “Egoli”, the City of Gold, teemed
with millions of tribal laborers. Like me, they came to the belly of South
Africa to partake of its riches. They worked-often under extreme conditions
and with bleak futures-to sustain their own bodies and their families hundreds
of miles away in their homelands. | worked expecting that my sacrifices
would pay off in perpetual promotion within the managerial class.

71



I worked in the factory. The plan called for me to spend several months
in one department of the factory to learn how it functioned before being sent
up to another department. In the end, I'd know the business from the ground
floor up, and 1'd be ready for the upper echelons of management.

In the first department, | — a novice — was expected to supervise eight
experienced men. How could it be that a trainee was elevated to such respon-
sibility? The answer in apartheid South Africa was a simple one: | was white
and they were black.

Early one spring morning, | was summoned to the office of the manag-
ing director, Mr. Tangney. As | walked toward the plush administrative sanc-
tums, | trembled. | knew what no one else had openly acknowledged. | was
incompetent. For weeks, | had supervised the manufacture of precision brass
water valves. Under my direction the crew produced an intolerably high per-
centage of scrap metal.

"Sit down, my boy," Mr. Tangney said. "I'm very pleased with the
progress you're making, and | have a special job for you and your crew. You
see, the summer hail this year is anticipated to be pretty bad again. Last year's
hail damaged my car and the cars of the three other directors. We'd like you
and your crew to construct a large carport to protect our cars."

"But sir," | stammered, "I don't know the first thing about construction!™
Tangney seemed not to hear.

I did my best to figure out what materials were needed, ordered them,
and we set to work. The men were uncharacteristically quiet as they did ex-
actly what | told them. | instructed them to measure, saw and nail lumber
together in several panels. | visualized the panels fitting together to form
walls and a sturdy roof. Finally, the modules were constructed. It was time to
fit everything together. | was anxious. The men were silent.

As the others looked on I helped one of the men, Philoman, set in place a
heavy construction module. Philoman spoke very little English. Until that moment
of cooperative effort, | had never made eye contact with him. Like most blacks in
South Africa at that time — out of fear it would be considered a challenge — Philo-
man had learned to avert his eyes from the gaze of whites. As we maneuvered the
heavy component into place, not having language to communicate, Philoman and |
looked into one another's eyes and coordinated our movements. | will never forget
his eyes. As our eyes locked, my identity as a supervisor fell away, and | saw not a
black man struggling under a heavy load, but a co-worker.

But once again, my calculations were grossly off. Seeing my despon-
dence at the ill-fitting construction, Philoman called to the others.

The crew all gathered around Philoman, talking and gesticulating exci-
tedly. | got the feeling they were deciding my fate. Then Philoman took a
stick and drew a rough diagram in the sand, talking all the while at the top of
his lungs. Occasionally one of the others added something. Then, while 1
looked on helplessly, with Philoman directing, they proceeded to rectify the
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construction. After a few hours they were satisfied. Philoman called the crew
and me together, and with a wide grin and sweat pouring down his face, he
turned to me and said, "Basie, we fixed up."

I was grateful. I'll always treasure Philoman's lesson in leadership. But
Philoman had done more for me than he intended. With great compassion
and humility, he had shown me the truth of the apartheid system and the lie it
perpetuated. Status has nothing to do with competence. A few months later |
left that job, a far wiser young man.

Michael Shandler, Ed.D.

X. Work in pairs. Both dialogs touch upon the subject

of relationships between managers and employees. Each

of you translates the Russian part of the dialog into English
and then checks the correctness of the partner’s translation

a)A

DAVIDSON: You say Senyan imports are going to rise rapidly. Well,
let's have some figures. What are the difficulties? Who are our likely compet-
itors? What about tariffs?

JOHN: Ha HekoTOpble TOBapbl CYLIECTBYIOT BBO3HBIC MOILIMHBI, HO
MeHS 3aBepiiid B MUHHCTEPCTBE TOPTOBIH, YTO ¢ 000pymoBaHUs A O u-
COB TIOLIUIMHA B3UMAaThCS HE OyeT.

D: What about shipping facilities? It seems there are few direct sailings,
and a lot of goods have to be transshipped via Rotterdam. And then there's all
this red tape involved in getting an import licence.

J: Hy xopoo, a ecnu s Haliy areHTa B CeHbe, KOTOPBIA yTpsICET BCe
Acja € NOJyUYCHHUEM J'II/II_[CHSI/II/I?

D: Have you considered what channels of distribution are needed within
the country?

J: A JOJI2KEH BCC€ 3TO BbIAICHUTH, HO MBIl MOI'JIK OBI HAIlpsAMYIO IIPOJAaBaTh
UX NPaBUTCILCTBECHHBIM YYPCIKICHUAM U He(bTSIHLIM KOMITaHHUsAM. Bo3Moxk-
HO, HaM CJICJ0BAJIO OBl MPOBECTU PEKOTHOCHUPOBKY Ha MECTE C TEM, YTOOBI
TOYHO 3HATh, KaKUM 06p330M MCCTHBIC (I)I/IpMLI OpeAnoOYrTaA0OT IMOKYIAaTh
HY>KHBII UM TOBap.

D: Field surveys are too expensive.

J: 4 ¢ Bamu He cornaceH. Kak BB MOTTIH YOSIUTHCS U3 JOKIIAIA, KOTOPHIH 5
JUtst Bac moArotoBui, CeHbsi — 3TO MoJIo/ast pa3BHBAroNIascs crpaHa. S mpocto
yOeK/IeH, YTO MBI MO>KEM TOJIyIHUTh TaM OTPOMHBIN 3aKa3 Ha HAITy MPOIYKIIMIO.

D: I'm sorry, John. On balance, | don't think it's quite the right time for
this probe. | don't want the expense of sending you out there. You've got
plenty to do in the home market.

J: Jla HeT ke, HEOOXOIOMMO IBHTAThCA BIIEpel. 3adeM >KOaTh, KOTIa
JIpyTHe OKaXXyTCsl TaM paHblie Hac? He MOXeM e MBI BEUHO IOJIb30BATHCS
CTapbIMH PHIHKaMH!
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D: Let's say we have a different way of looking at things.

J: IIpocrure, M-p I'panT, HO MHE JaneKko He OE3pa3IMYHO BCE, O YEM MBI
31€Cb T'OBOPHUJIN. u NO3TOMY, €CJIM TaKOBa Ballla O(i)I/IIII/IaJ'H)HaSI II0JIMTHKA,
MHE NpUIETCs YHTH U3 QUpPMBL.

D: You're being very foolish, John.

J: Bo3moxkno. Ho Tak xak Hamm B3Rl Ha Oyaymiee GUPMBI CITHII-
KOM pasHble, 51 OB Ipearnoden padoTaTh TaM, TIe YMEIOT HEMHOTO CMOTPETh
Bnepen. [Ipocrute, 13BuncoH.

B

DAVIDSON: Tak, ropopumb, uMnopT B CeHbpI0 OyIeT pacIIupsTHCS.
Hy-xa, naBaii nornsanm Ha nunudpsl. Kakue 3xecs npobaemsr? Kro Hamm no-
TCHIMAJIbHBIC KOHKypeHTLI? Kaxk o0cTosT JcJia C BBO3HbIMU MOLUINHAMHA?

JOHN: There are tariffs on certain products, but the Board of Trade as-
sure me that our office equipment would not be liable for duty.

D: A kak HacyeT TpaHCTIOpTHPOBKU? KakeTcs, TyJaa HET MPsIMBIX Map-
IIPYTOB, U TOOPYIO YacTh TOBApPOB MPHICTCS MEpErpykaTh Ha IpyTHe Cyaa B
POTTepI[aMe. A TaMm ¥ BcA dTa 6}0p0KpaTqucxaﬂ BOJIOKHUTA € MOJYYCHUCM
JIMIICH3UHU Ha UMIIOPT.

J: Well, if I find an agent in Senya to act for us we can get him to sort
out the import licence.

D: A TeI mogyMai, kKakuM 00pa3oM MBI OyZeM MpoJaBaTh HAIIIH U3ICIHS
B caMoii CeHne?

J: I'll have to find out, but we might be able to sell direct to government
departments and oil companies. Maybe we should have a field survey to find
out exactly how the firms in Senya prefer to buy their products.

D: PekorHocumpoBKH Ha MECTE CIMIIKOM JJOPOTO 0OXOSTCSI.

J: Oh, | don't agree, Mr. Davidson. As you see from my preliminary
desk research, Senya is a young, rich, expanding country. I'm convinced that
we can work up a big demand for our goods there.

D: Mue ouens JKalib, Z[)KOH. HO, XOpOI1IO B3BECHB BCC 06CTO$IT€J'IBCTB21,
s AyMaro, ceriyac He BpPEMs 3aHUMATLCA 3TUMH HUCCIICJOBAHUSAMU. S He X0y
TPATUThb ACHbBI'M HA TBOXO KOMAHAMWPOBKY B 3Ty CTpaHy. V nHac JACI U Ha co0-
CTBCHHOM PBIHKE XBaTaCT.

J: But surely we ought to go ahead now. Why wait and let somebody
else get there first? We can't live on our old markets for ever!

D: CkaxeM Tax, MbI IT0-pa3sHOMY CMOTPUM Ha BEIIIH.

J: I'm sorry, Mr. Davidson, but | do feel strongly about this. If this is re-
ally your policy, then | must think about leaving the firm.

D: Tsr Benmems cebst mpocTo Tiymo, J[>KoH.

J: Perhaps | am. But as our opinions differ so much about the future of
the firm, perhaps I'd better go somewhere a little more forward-looking. I'm
sorry, Davidson.
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b) A

JACK: Another cup of tea, Paul?

MMOJI: Her, ciacu6o. Hy, uto HOBOTO, [I7KeK?

JACK: 'Nothing dramatic, I'm glad to say, but there is something you
should know about.

MOJI: O yem?

JACK: Well our rivals are offering extended credit terms to some of the
retailers in the area.

ITOJI: JIa? YUto 3TO 3a KOHKYpeHTHI? Y Hac BeAb UX BCETO JBOE.

JACK: Williamses.

ITOJI: A, 310 OHH... Tak BeZb OHU B JIU IPEACTABILIOT IS HAC YIPO3y.

JACK: I know they're smaller than us but we can't afford to ignore them.

MOJI: [a, To1 mipas, JHxex. Ho st He 00O TIPOJOHTUPOBAHHBIA KPEAWT.
OH CKOBBIBACT HAJTHUYHbBIE Cp€ACTBa, KOTOPLIC Mbl MOTJIN ObI BIIOKUTH ¢ OOJIBILIEH
M0JIb301 BO tITO-HI/I6yJ:[b Apyroe. Ho s H3y4y 3TOT BOIIPOC B NOHCACIIbHUK.

JACK: Yes and there's something else.

ITOJI: ITocToii, moYTH yBEepeH — MUCHMO U3 HAJIOTOBOT'O YIPaBICHUS.

JACK: Right first time. How did you know?

IOJI: Tapa pacckazana. B uem Tam neno?

JACK: Well, Tom got this letter late yesterday and then went frantic
trying to find copies of last year's accounts.

IOJI: Hy u kak, Hamen?

JACK: No, and he was away before | could get hold of the letter.

MOJI: A uto ecim HaM cbe3auTh ceituac B opuc? [TocMoTpum, Bee 1 B
MOpsLAKE.

*k%k

ITOJI: Ectb emie oaHa MpUYHHA, IO KOTOPOH S XOTEJN MOTOBOPUTH C TO-
0011 10 OHEeCIbHHKA.

JACK: | thought as much. Well, go on, surprise me.

IMOJI: Kak Hacuer TOro, 4ToOBI MPOAaBaTh STOT TBOW HOBBIK MOMEN B
Wnnyctpun?

JACK: What? You mean export? Paul, | think you've been away too
long. This is Trendor Motors. We've never sold a bike abroad.

ITOJI: He Bomnyiics, Jlxek, 51 He cormen ¢ yMa. Sl n3ydaro 3Ty BO3MOXHOCTh
YKE€ B TCUHCHUE HEKOTOPOI'O0 BPEMCHH, U 4 AyMaAr0, HaM CTOUT HOHpO6OBaTB.

JACK: It's not as easy as that though, is it? We'd have to reorganize the
whole company.

IMOJI: He npuxuneiBaiics. S e He coOuparoch HadaTh CO CIEAYIOMICH
Henenu. Ham HyxHO OyzeT, Kak cienyeT Bce MpoIyMaTh, M, BO3MOXKHO, BO3-
HUKHET HECKOJIBKO TTPOOIeM.

JACK: A few problems! I can see hundreds! For one thing, transport. |
have enough trouble delivering bikes to shops only 40 miles away — never
mind 5,000 miles!

75



ITOJI: Ho st 3TOro CyIecTBYIOT areHThl 10 MOrpy3Ke U OTIPaBKe TO-
BapoB.

JACK: Yes, but all that costs money — a lot of money.

MOJI: Jla 6pocs 161, kek. Thl HAUMHACIIIE OCTOPOKHUYATH, MIPSIMO KaK
Towm... Temeps OBI eme HAUTH MECTO ISl CTOSTHKH.

B

JUKEK: Eme gamky qas, [Ton?

PAUL: No, thanks. Well, what's new, Jack?

JUKEK: Hukakux noTpsiceHHii, K CYacThiO, HO KO€ O 4eM TeOe clieayer
3HAaThb.

PAUL: What's that?

JUKEK: Bunuis 1y, Hallld KOHKYPEHTHI MPeJIaratoT NPOoJOHTHPOBaH-
HBIM KpEUT HECKOJIBKUM PO3HUYHBIM Mara3vHaM B HallleM pailoHe.

PAUL: Oh? Which rival's this? We only have two.

JKEK: YuibsaMcel.

PAUL.: Oh them... Well, they're hardly a threat.

JUKEK: 51 3Hato, 4To MX (hupMa MEHbIIIe Halllei, HO MBI HE MOXeM cede
TIO3BOJIMTh UX UTHOPHUPOBATD.

PAUL.: Yes, you're right Jack. But I don't like extended credit. It ties up
cash we could put to better use elsewhere. But I'll look into it on Monday.

JKEK: Jla, u emie koe-uTo.

PAUL: Don't tell me — the letter from the tax revenue office.

J/KEK: Yragan ¢ nepBoro paza. OTkyJa Tl 3Haeb?

PAUL: Tara told me. What's the problem?

JKEK: ToMm moiy4us 3TO NHCBMO BY€pa MO3AHO BEYEPOM U IOTOM
cOMJICS C HOT B ITOMCKAaX KOMUH IpOoHUIOrOJHHUX OTYETOB.

PAUL: Did he find them?

JKEK: Her, u yexan npexne, 4eM 5 yCIeN NPOYUTaTh 3TO MUCHMO.

PAUL: How about a drive down to the office now, and we'll see if eve-
rything's all right?

**k*

PAUL.: There's another reason why | wanted a chat with you before
Monday.

JKEK: A tak u nyman. Hy uto *, 1aBaii, BBIKJIaJbIBail CBOM CIOPIPU3.

PAUL: How about selling that new moped of yours in Industria?

JKEK: Yrto? Tel xouemb cka3aTh — dkcrmoptupoBats? I[lom, MHe Ka-
JKETCsI, ThI CIUIIKOM JIOJITO OTCYTCTBOBasl. 10 "Tpangop Motopc". Msl 110
CHIX TIOp HE MPO/Ialiy 3a IPaHuIell HU OJIHOTO MOTIe/Ia.

PAUL: Don't worry, Jack. I'm not crazy. I've been studying the possibil-
ity and I think we should give it a go.

JKEK: Ho Benp 5T0 He Tak-To mpocTo, a? Ham mpunuiocs Ol peopra-
HHU30BaTh BCIO KOMITAHHIO.
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PAUL: Don't be silly. I don’t intend starting next week. We'll have to
plan it properly and there'll be a few problems.

JKEK: Heckombko mpobnem! S Bmxy cotau mpobnem! Ilpexne Bcero,
TPAHCHOPT. Y MEHs JOCTaTOYHO TPYJHOCTEH € TOCTABKOM MOIEA0B B Mara3uHbl 3a
COPOK MHJIb OTCEOJIa — @ O IISITH THICSYaX MUJTb ¥ TOBOPUTH HE TIPHXOIITCS!

PAUL.: That's what forwarding agents are for.

JKEK: Jla, HO BCce 3TO CTOUT JICHET — M HEMAJIbIX.

PAUL: Oh come on, Jack. You're beginning to sound as cautious as
Tom... It's a change being able to find room to park.

C)A

PAUL: Jack, sit down and listen. This is important...\We'll have to
tackle the problems of exporting step by step. And the first move, as | see it,
is to get an up-to-date picture of where we stand at the moment.

JUKEK: A noyemy Obl HaM IIPOCTO HE CKOHIIEHTPHPOBATh CBOU yCHIIUS
Ha paClIMPCHUU ACATCIbHOCTHU BHYTPHU CTpaHH?

PAUL.: Right. Of course we should hold on to our position here and we
will — that Williams problem will have to be sorted out for a start — but you
must admit the market here is limited.

JUKEK: Jla, Ho oH HajexeH. [IpaBUTENbCTBO HE JOMYCKAeT CIOAA WHO-
CTPAHLICB IPH IMOMOIIHN Ol'paHI/I‘{eHI/Iﬁ Ha UMIIOPT, XOT:, JOJDKCH IPU3HATD, 5 yBC-
PCH, 9TO Mbl MOI'JIN OBI BBICTOSITE B KOHKYPCHIIMH C THOCTPAHHBIMU MOIICIaMH.

PAUL.: I agree! That's why I'm suggesting exporting, because | feel we
can compete with the best of them.

JUKEK: Tlomoxmu, naii MHE pa3o0parhcs. BBIXOIUT, Thl TOBOPHIIIb, YTO
MbI YBCJIMYWIIA 6]31 HpI/I6I)IJ'H:, TpoJaaBas MOIICIbLI B I/IH[[yCTpI/II/I, 1€ Mbl UMECM
MPEUMYIIIECTBO B CEOSCTOMMOCTH M MOYKEM Ha3HA4aTh 00JIee BBICOKHUE IICHBI?

PAUL: Exactly.

JUKEK: [la, HO MOIOKAM MUHYTKY. YTIaKOBKa, OTIIPaBKa, (PHHAHCHUPO-
BAaHHEC, HC TOBOPsA YK€ O TOM, YTO HYKHO HAHMMATbL HOBBIX COTPYAHUKOB, —
BCC 3TO B3BUHTUT HAIlM PpAaCXO/Jbl, U B pE3YyJIbTATC Mbl HUCKOJIbKO HC BbIMI'PA-
€M, a MOXET 6BITB, U [pourpacm.

PAUL.: OK, now there are extra costs involved, but if we do it right they
can be built into the price of the bike and we can still be competitive.

B

ITOJI: JIxkek, csanp u mociymaid. Oto BaxkHO... Ham mpuaercs pemartsb
po6JIeMBbl 3KCIOPTa Iar 3a maroM. Y mepBbIM JeJIoM, KaKk MHE Ka)KeTcs,
HY’KHO COCTaBUTH 110 MOCJIECTHHM JIaHHBIM KapTHHY HAIIEro IOJIOKEHHS Ha
HACTOSIIIUN MOMEHT.

JACK: Why don't we just concentrate on expanding here at home?

ITOJI: IlpaBunsHo. KoHeuHO ke, HAM cleqyeT yAepXKUBaTh HAIIU IO-
3UIMM B CTpaHe, U MblI OyJeM HX yAepXHBaTh — JJIsI Hadajla HY)KHO Oyzmer
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pa3o0patkes ¢ mpobiieMol YHIIbsIMCOB, — HO ThI JIOJDKCH MPU3HATH, YTO PhI-
HOK 31€Ch OTpaHUYCH.

JACK: Yes, but it's safe. The government keeps out foreigners with im-
port controls — though | must admit, | feel sure we could hold our own
against foreign bikes.

IMOJI: Cormacen! Bot mouemMy s 1 mpemiararo HadyaTh SKCIIOPT, IIOTOMY
9TO S TYBCTBYIO, YTO MBI MOXEM KOHKYPHUPOBATH C JIYHYIIUMHU U3 HUX.

JACK: Just let me get this right. What you are really saying is that we'd
make more profit by selling bikes in Industria where we have a cost advan-
tage and can charge higher prices.

IMOJI: UmeHHO Tak.

JACK: Ah, but wait a minute. Packaging, shipping, finance, not to men-
tion the need to hire more staff, will push up our costs and we could end up
no better off, maybe worse off.

mOoJI: COFJ’IaCCH, 9TO OpeArojJaract JOMOJHUTECIbHBIC pacXobl, HO €C-
JI1 MBI CACTTAa€M BCE€ NMPABWIBHO, UX MOKHO 6y,IlCT BKJIFOYUTH B LICHY MOII€aa,
1 MBI BCE PaBHO OyJIeM KOHKYPEHTOCTIOCOOHEI.

XI. Study the information about managers and executives.
Use your dictionary

Chairman/chairwoman

- N Chief executive/managing
Non-executive directors director

Chief financial Marketing Human IT Research

officer/ finance director resources director director

director director
/ >
» Customer

Accounts department Sales services
manager Manager manager

A 4 A A 4

Line managers (in travel agency branches)

All the directors together are the board. They meet in the boardroom.

Non-executive directors are not managers of the company; they are
outsiders, often directors of other companies who have particular knowledge
of the industry or of particular areas.
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The marketing director is the head of marketing, the IT director is the
head of IT, etc. These people head or head up their departments. Informal-
ly, the head of an activity, a department or an organization is its boss.

An executive or, informally, an exec, is usually a manager at quite a
high level (for example, a senior executive). But “executive” can be used in
other contexts to suggest luxury, as in “executive coach“and “executive
home”, even for things that are not actually used by executives.

Managers and executives: US

President Non-
Chief executive officer (CEQO) executive
Chief operating officer (COO) directors

U

Chief financial officer (CFO)
Vice president (VP) marketing
Vice president (VP) human resources Senior executives/Top executives/
Vice president (VP) research Executive directors

In the US, the top position may be that of chairman, chairwoman or
president.

This job is often combined with the position of chief executive officer
or CEO. Some companies have a chief operating officer to take care of the
day-to-day running of the company. The finance director may be called the
chief financial officer.

In the US, senior managers in charge of particular areas are often called
vice presidents (VPs).

XII. Match each task to the manager most likely
to be responsible for doing it

1. Meet with advertising agency to discuss new advertisements for the
company’s holidays.

2. Study possible new holiday destinations in detail.

3. See the research director to discuss new holiday destinations.

4. Contact newspapers to advertise new jobs.

5. Deal with complaints from customers

6. Discuss sales figures with sales team.
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XIl. Who is who on this company board? Complete the diagram

My name’s Brown and I’'m president and CEO.
We have some excellent people on our board,
including two who are not involved in the day-to-
day running of the company: Brad and Jones.

My name’s Smith and I it’s my job to look
after the accounts and balance the books. |
work closely with Chang and Daniels, as they
tell me what their departments need for
marketing and research, and | allocate them

an annual budget.

My name’s Black and I head up
personnel, on the same level in the
company as Chang and Roberts.

Non-executive

Brown director

Black
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XIV. Study the information about businesspeople and business
leaders. Use your dictionary

Businesspeople and entrepreneurs

A businessman, businesswoman or businessperson is someone who
works in their own business or as a manager in an organization.

Note: The plural of businessperson is businesspeople. Businessperson
and businesspeople can also be spelled as two words: business person, busi-
ness people.

An entrepreneur is someone who starts a company. Someone who starts
a company is its founder. An entrepreneur may found a series of companies
or start-ups. Entrepreneurial is used in a positive way to describe the risk-
taking people who do this, and their activities. Some entrepreneurs leave the
companies. Other may stay to develop and grow their businesses.

Note: Found is a regular verb. Past tense and past participle: founded.
Establishment can also describe an action (e.g. the establishment of a suc-
cessful business was his main aim in life).

Leaders and leadership
A large company mainly owned by one person or family is a business
empire. Successful businesspeople, especially heads of large organizations,
are business leaders or, in journalistic terms, captains of industry.
There is a lot of discussion about whether people like this are born with
leadership skills, whether such skills can be learned.

Magnates, moguls and tycoons
People in charge of big business empires may be referred to, especially
by journalists, as magnates, moguls or tycoons. These words often occur in
combinations such as these:

Media

Press

Shipping magnate
oil

Movie
Media mogul
Shipping

Property
tycoon
Software
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XV. Complete the text, using the information from exercise XIV

The big place at the moment for (1) is, of course,
the Internet. Take John Pace. “After an engineering degree at Stanford and an
MBA at Harvard, | worked for a while in a computer games company. But |

always felt 1 was an (2) kind of guy. In 1997, | (3)
an Internet site for cheap travel: flights, hotels, renting cars and so on. | ob-
tained money for investment in the (4) from friends.”

Now the site has 300,000 customers, and Pace is very rich, with a big
apartment in Manhattan and a house in the Bahamas. “I don’t want to sell the
company, he says. ”I’ve had offers from some big companies, but | want to
stay independent. | want to (5) the business and do things my way.

Unlike many entrepreneurs, | think | have the (6) skills to
lend and inspire a large organization. I can see the day when I’m in charge of
a large business (7)

XVI. Who are the most bosses in your company? Which
companies do they head? Prepare the assignment
in the written form

XVII. Read the text and express your opinion about if
Time Out

The present time has one advantage
over every other — it is our own

Charles C. Colton

He was the president of a major advertising firm and | was a very young
management consultant. 1 had been recommended to him by one of his em-
ployees who had seen my work and thought I had something to offer. | was
nervous. At that stage in my career, it wasn’t very often that I got to talk to
the president of a company.

The appointment was at 10:00 a.m., for one hour. | arrived early.
Promptly at 10, | was ushered into a large and airy room, with furniture
upholstered in bright yellow.

He had his shirtsleeves rolled up and a mean look on his face.

“You’ve only got 20 minutes,” he barked.

| sat there, not saying a word.

[ said, you’ve only got 20 minutes.”

Again, not a word.

“Your time’s ticking away. Why aren’t you saying anything?”

“They are my 20 minutes,” I replied “I can do whatever I want with them.”

He burst into laughter.

We then spoke for an hour and a half. I got the job.

Martin Rutte
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Unit VII
INTERPERSONAL COMMUNICATIONS

I. Read the text
The Importance of Communication Skills

Some of the reasons communications skills are important include:

1. Seventy-five percent of each workday is consumed by talking and lis-
tening. Seventy-five percent of what we hear we hear imprecisely. Seventy-
five percent of what we hear accurately we forget within three weeks. Com-
munications, the skill we need the most at work, is the skill we most lack.

2. Managers spend 70 percent of their time communicating in some way.
The time communicating can be broken down to: 9 percent reading, 16 per-
cent writing, 30 percent talking, and 45 percent listening.

3. The majority of problems are caused by poor communication—by
people who are unable or unwilling to communicate. One of your jobs is to
manage the communication process. Work at developing your communica-
tion skills and analyze communications in your department to identify where
improvements can be made.

4. Communications are the most difficult and important task of the su-
pervisor.

5. The key to organizational success is having informed participants
working toward mutual objectives. It requires constant communication to
implement policies.

6. Your success as a manager depends largely on your ability to get
messages across convincingly and effectively.

7. As an executive reaches middle management and beyond, the primary
criteria for advancement is communications skills with superiors.

8. Lee lacocca said, "The most important thing I learned in school was
how to communicate."

9. How well you communicate can make or break your career.

10. Various research studies have revealed that as high as 70 percent of
all business communications fail to achieve the intended purposes.

The Goals of Communication

There are at least three major reasons or goals of communicating. The
goals of communication are to influence, inform, and/or to express feelings.
We will now discuss each goal separately. However, when sending a mes-
sage, a person may achieve all three goals simultaneously.

Influence: One of the manager’s functions is to influence employees to
achieve organizational objectives. When they inform employees of what to
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do they are influencing behavior. When we communicate to get what we
want, our goal is to influence.

Inform: Managers often give employees information they need. And
employees also inform the managers of their progress toward meeting their
objectives. Information is the basis of decision making. Employees believe
organizational information, but want more information. Employees often feel
as though management keeps secrets from them, or simply don’t bother to
inform them of what is going on in the organization. Employees want to
know that they are making a contribution to the organization, and that their
efforts are appreciated. Managers should give employees as much informa-
tion as they are allowed to give.

Express Feelings: Managers often express their feelings verbally (for
example, "You make me angry when you come to work late") and nonverbal-
ly (for example, by talking in a loud voice). When communicating, people
convey both information and how they feel about the relationship they have.

How Communications Affects Behavior, Human Relations,
and Performance

The goal of communications often affects our behavior. For example, if
you are disciplining an employee who has broken a rule (influence and/or
express feelings) you behave differently than when you give praise for a job
well done (inform and/or express feelings). Human relations are also affected
by our communications. Relations are different during discipline and praise.

Our behavior during communications also affects other people’s beha-
vior and human relations. Communication is the structure on which human
relations are built. For example, if you are polite and friendly, chances are the
other party will in turn behave in a similar way. However, if you are rude the
other party may retaliate. People who communicate in a friendly manner fol-
lowing the guidelines for human relations tend to have good human relations,
while those who do not, have poor human relations.

Communications makes the organization go round. As managers get the
job done through employees, they perform the five functions of management
(planning, organizing, staffing, leading, and controlling) through communica-
tions. The quality of communications has a direct effect on performance. Ef-
fective free and open communication that is complete and valid contributes to
better performance.

ORAL COMMUNICATIONS

Oral communication is by far most managers' preferred media for send-
ing messages. Four common media for oral communication include one-on-
one, face-to-face; telephone; meetings; and presentations.
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One-on-One, Face-to-Face

Most of a manager's communication time is spent one-on-one, face-to-
face with employees. Sam Walton, head of Wal-Mart Stores, the second larg-
est discount store chain in America with over 800 stores and approximately
90,000 employees, relies on face-to-face communications to keep the firm
growing. Walton and his top executives visit six to twelve stores each week.

It is the appropriate media for delegating tasks, coaching, disciplining,
instructing, sharing information, answering questions, checking progress to-
ward objectives, and developing and maintaining human relations. Managers
also spend one-on-one, face-to-face time communicating with their bosses
colleagues, and peers.

Telephone

The amount of time spent on the telephone varies greatly with the job.
The telephone is the appropriate media for quick exchanges of information
and checking up on things. It is especially useful for saving travel time.
However, it is inappropriate for personal matters like discipline.

Before making a call, set an objective and write down what you plan to
discuss. Use the paper to write notes during the call. When calling be sure to
identify yourself and your position, and your organization if making outside
calls. State the purpose of the call and ask if it is a convenient time to talk. If
not, set a time for a return call and determine who will make it. Close the call
with a "thank you" and a summary of any action to be taken by you and/or
the other party.

When receiving a call, identify yourself and your position, and have the
caller do the same, with the addition of the organization if it is an outside
call. Determine the purpose of the call and decide if you are the best person
to handle the call. If not, transfer the call. When receiving calls at inconve-
nient times, arrange for a callback. Always have a pencil and paper ready to
take notes.

Telephone Messages: Take proper telephone messages and train others
to do the same. A message should contain: (1) the caller's full name; (2) the
organization's name; (3) the full telephone number, including area code for
long distance; (4) the caller's purpose, if they are willing to state it; (5) the
time and date the message was taken; and (6) the messenger's initials in case
there are questions. The messenger should thank the caller and tell him or her
that the person called will receive the message.

Meetings

There are a variety of types of meetings,. The manager's most common
meeting is the brief, informal get-together with two or more employees. It is
appropriate for coordinating employee activities, delegating a task to a group,
and resolving employee conflicts. If the manager's department schedule per-
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mits, brief, daily informal department meetings should be held to exchange
information, coordinate resources, and develop mutual understanding and
human relations.

Presentations

On occasion, a manager may be required to make a formal presentation.
Prepare your presentations and be sure they have the following three parts:

1. Beginning. The presentation should begin with a purpose statement
and an overview of the main points to be covered.

2. Middle. The presentation's support of its purpose through a discussion
of the main points in the detail necessary to get the message across.

3. End. The presentation should summarize the purpose, main points,
and any action required of the audience.

Il. Words to be remembered

oral communication — ycraoe o6ienue

media (pl. or medium) — cpenctBo, crnocoo, myTh
approximately — npubnusurensHo

appropriate — moaxosIHii, COOTBETCTBY IO
to maintain — noaaepxuBaTh

to identify oneself — mpexcraBuThCs

to state the purpose — chopmyaupoBaTh 1EITH

to determine — onpenensite

to arrange for — noroBoputbcs

get-together — BcTpeua

to cover — ocBemaTh

to summarize — cyMMHUpOBaTh, OABOIUTH UTOT
audience — ayauTopwusi, coOpaBuIrecs

lll. Give Russian equivalents to the following words
and expressions

— by far —

— one-on-one —

— discount store chain —
—torelyon—

— to keep the firm growing —
— top executive —

— to delegate tasks —

— to check progress toward objectives —
— peer —

—to check up on things —

— to set an objective —
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—to return call —

— to have the caller do the same —
— to handle the call —

— messenger —

— to resolve employee conflicts —
— to coordinate resources —

— overview —

— to get the message across —

IV. Give English equivalents to the following words
or expressions

— [IEPBOOYEPETHOM; IPEATIOYNTAEMBIN —
— BTOpOU 110 BEJINYNHE —

— MOIXOIAIIUI CIIOcCO0 —

— KOJIMYECTBO BPEMEHH —

— JINYHBIE BOTIPOCHI —

— ynoOHoe Bpems —

— ONpeNeNsATh, peIaTh —

— 3aKaHYMUBaTh TeJe()OHHBIN pa3roBop —
— Apyras CTOpoHa (B pa3roBope) —

— npubaBieHUE, TOTOTHEHHE —

— MEPEeBECTH 3BOHOK (Ha PYyroe JIUIo) —
— COZIepXKaTh, BKIIOYATh —

— KOJI MECTHOCTH —

— pa3HOOOpa3HBIC BUIBI —

— Haubosee pacpoCTpaHEHHBIN —

— IO3BOJIATH, AaBaTh BO3MOXKHOCTb —

— B3aMMOIIOHHMaHHE —

— TpeOyromuiics —

V. Answer the questions

What do four common media for oral communication include?
How is most of a manager’s communication time spent?

What is the second largest discount store chain in America?

Is the amount of time spent on the telephone always the same?
What is the telephone especially useful for?

What is the telephone inappropriate for?

What should you do before making a telephone call?

What should the paper be used for?

How should you close the call?

10 What additional information should you give if it is an outside call?
11. Should you always be the one to handle the call?

12. What should a telephone message contain?
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13. What is the manager’s most common meeting?
14. How should a presentation begin?
15. What should a presentation summarize?

VI. Read the text and insert the missing words
WRITING DIRECTIVES AND INSTRUCTIONS

Directives are memos that the tell employees what to do. Instructions, which
tell people inside and outside the company how to do something, may take the
form of memos letters, or even booklets. But directives and instructions are both
considered...messages because readers are assumed to be willing.

The goal in writing directives and instructions is to make the point so
...and steps so self-explanatory that readers will not have to ask for... Direc-
tives and instructions are especially important within companies: Faulty in-
ternal directives and... instructions are expensive and ...The following direc-
tive does a good job of explaining what employees are expected to do:

Please send me employee vacation schedules for the third quarter, July
through September, no later than June 16.

Note that we have pushed back the deadline for submitting the schedules
by two weeks. This change is made possible by the new computerized person-
nel system. The new deadline should give your line workers more time to firm
up their vacation plans.

Use the attached form, which has also been simplified, for reporting
third-quarter vacation schedules.

This directive is brief and ...Drawn-out explanations are unnecessary
because readers are expected simply... on a well-established procedure. Yet
it also covers all the bases, answering these questions: Who? What? When?
Where? Why? How?

Instructions need to answer the same questions, but they differ from di-
rectives ... they provide. For example, Jackie Millan of Pepsi might write a
simple three-sentence directive to employees to tell them of a change in the
policies... employee scholarships; a detailed set of instructions, however
would be more... for explaining the procedure necessary to apply for a scho-
larships.

They key with instructions is to take nothing ... Assuming that readers
know nothing about the process you’re describing is better than risking con-
fusion and possible damage or harm by overlooking some basic information.

WORD LIST

To comply, obvious, routine, bungled, additional help, inefficient, to fol-
low through, to the point, for granted, appropriate, regarding, in the amount
of explanation.
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VII. Read the extract from the book “How to become a CEO”
Learn to Speak and Write in Plain English

You must learn to communicate. You must be articulate. More time and
money are lost in business due to poor communication than to any other rea-
son. Billions of dollars in advertising is wasted annually. Billions of human
hours are spent doing wrong or unnecessary tasks. Billions of pages of read-
ing matter are never read.

Business communications must be precise, complete, and totally com-
prehensible. Both written and verbal communication, especially job direction,
must be to the point. Long, tedious, flowery, jargon- filled communications
are wasteful.

If your people don’t get it right, they won’t do it right. Spend as much
time as necessary getting perfect mutual understanding of what is to be done.
The irony about communication in industry is that so much is communicated
about the lack of communication. Good communication is hard work. It re-
quires sensitivity to the audience or reader(s). You must understand your au-
dience’s needs, their mindsets, available time, and other priorities, how they
absorb information, and their educational level.

Follow these guidelines for clear communication:

Be sure your letter or memo is necessary.

Have a specific objective for the communication.

Choose the simplest mode possible.

Do the homework, and have all the facts.

Write a scattergram of all your points.

Organize the message carefully.

Write a zero draft.

Write a first draft.

Edit ruthlessly to a one-page final draft.

Use language your audience will understand.

A good rule of thumb: think for three hours, write for one.

VIII. Study carefully the following information about presentation.
Use the dictionary if necessary

TYPES OF PRESENTATION

*press conference: two chief executives tell journalists why their com-
panies have merged.

*priefing: a senior officer gives information

*demonstration: the head of research and development tells non-
technical colleague about a new machine.

*product launch: a car company announces a new model.

*lecture: a university professor communicates information about eco-
nomics to 300 students.
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*talk: a member of a stamp-collecting club tells other members about
19-th century British stamps.

*seminar: a financial adviser gives advice about investments to eight
people.

*workshop: a yoga expert tells people how to improve their breathing
techniques and gets them to practice.

Dos and Don’ts: Preparation

Here are some tips for a stand-up presentation (one person talking to
an audience).

A. Find out about audience: how many people there will be, who they
are, why they will be there, and how much they know about subject.

B. Find out about the venue and the facilities: the room, the seating
plan, the equipment, etc.

C. Plan the content and structure, but don’t write the complete text of
the presentation.

D. Write notes on sheets of paper, not on cards.

E. Try to memorize the first five sentences of your talk.

F. Prepare visual aids: pictures, diagrams, etc.

G. Rehearse your presentation (practice it so that it becomes very famil-
iar) with friends or colleagues.

Key Phrases: Introduction

Melanie is advising Anne-Marie Duval on giving a presentation at a
conference.

H. Introduce yourself and your subject

My name’s Jane Brown and
| work for TNT Consultants. My
talk is called “consultancy Skills
for the 21% Century.”

I. Outline what you’re going to talk about: describe the different sec-
tions of your talk.

There are three main
skills areas | want to

talk about today...
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J. Say whether people should ask questions during the talk, or at the end.

If you have any
questions, Il be very
happy to answer them at
the end of the session.

Closing and Questions

Dos and don’ts: body language

*Make eye contact: look at each person in the audience for about a
second, before moving on to the next person. Don’t concentrate on just one
or two people.

*Don’t speak to the equipment or the screen: face the audience at all
times.

*Smiling is fine at appropriate moments, but not too much.

*Use gesture (hand movements) to emphasize key points.

*Stay more or less in one place: don’t move around too much.

*Avoid mannerisms (ways of moving and speaking which you do re-
peatedly without realizing).

Visual aids

Use these visual aids when giving presentations:
. Flipchart
. Bullet points
. Screen
. Projector
. Computer screen
. Whiteboard
. Blackboard
. Transparencies
. Overhead projector
10. Handouts
Key phrases: closing and dealing with questions
“Let me sum up. Firstly, we looked at technical skills, secondly, at man-
agement skills and last, but by no means least, at interpersonal skills. In my view,
the secret for success in the future is going to be interpersonal skills. That brings
me to the end of my presentation. Are there any questions?
Here are some phrases which can be useful when answering questions:
A. That’s a fair point. I know that some consultants don’t have a very
good image. But I think that Gem Consultants have helped companies reduce
costs and increase profits enormously.
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B. That’s confidential. I’'m afraid [’m not at liberty to tell you.

C. That’s not really my field. But | can put you in touch with someone
in my organization who is working on Internet applications.

D. The questioner would like to know what sort of background the
people we recruit usually have. Is that right?

E. Well, | think that goes beyond the scope of today’s presentation.
Today | wanted to concentrate on consultants’ skills, not go into particular
case studies in consultancy.

F. ’m afraid we’ve run out of time. But if you’d like to come and dis-
cuss that with me now, I’ll try and give you an answer.

If a member of the audience didn’t hear a question, they might say:

“Sorry, I didn’t catch the questions- could you repeat what the ques-
tions said?”

Anne-Marie ends the presentation by saying:

“I think that’s a good place to stop. Thank you for listening.”

IX. Match the presentation types from Ex. VIl to the things (1-8)
that people say in them

1. As you can see, this prototype is far in advance of anything we’ve
done before.

2. Here are some typical patterns for demand and supply in the widget
industry.

3. I’'m going to give each group a series of problems faced by an imagi-
nary company, and | want you to suggest solutions.

4. Now is the right time to get out of company shares and invest in property.

5. The combined resources of our two organizations will allow us to
achieve great things.

6. The first postage stamp in the world was the Penny Black in 1840.

7. The parachutists will come in at 8:30 and land in two waves, here and
here.

8. The X300 has the most advanced features of any car in its class.

X. Here are reasons for the advice given in the text above
(Ex. VIII). Match each reason (1-10) to a piece of advice (A-J)

1. If you drop the cards on the floor, you’re in trouble.

2. It could sound monotonous and boring if you speak from a complete,
prepared text.

3. It will help you adjust the content of your talk so that it is suitable, for
example not too easy or difficult.

4. It will help you to keep control, and avoid people interrupting if you
don’t want them to.

5. 1t will help your audience follow you.
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6. It will make you feel more at ease at the beginning, when you may be
nervous.

7. 1t will reassure people that they are in the right place, and provide a
focus for the beginning of your talk.

8. They add visual interest, provide you with support and help the au-
dience follow you.

9. You can ask for changes in the seating plan if necessary.

10. They will be able to tell you if anything is unclear before the presenta-
tion.

XI. Match these questions from the audience (1-6) to the answers
(A—F) from the text above (Ex. VIII)

1. Sorry, didn’t catch the end of the question- could you repeat what the
questioner said?

2. In what ways do you think the Internet is going to change the way
management consultants work in the future?

3. Some companies refuse to use management consultants. What do you
say to people who say that consultants are a waste of time and money?

4. What’s the average salary for your consultants?

5. I don’t know if you have time to answer this, but can you tell me how
I can apply to work for TNT?

6. You say that TNT have enormously increased profits for some com-
panies. Can you give one or two examples of this?

XIl. Answer the following questions

1. How are people expected to dress for different types of presentation in
your country?

2. What do people think of humor in presentation?

3. What are the advantages and disadvantages of using types of equip-
ment? What are some of the potential problems?

XIll. After every visit to a company, it can be useful to keep

in touch. Below are some ways to “keep the door open”. Who
do you think says each phrase: a buyer or a salesman? There
are some notes below to help you with the new expressions

1. Do keep in touch?

2. I’ll keep you informed of our activities.

3. Do keep me informed of any new developments?

4. Perhaps | could send you more detailed information?

5. I’11 keep you the samples as soon as possible.

6. Keep me in the picture.

7. I'll work on those figures you gave me and come back to you on
them.
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8. Perhaps next time I’m in the area I could pay you a visit?

9. Drop me a line if anything new comes in.

10. I"d like to think about what we’ve said, and drop you a line.
I'll pay you a visit means: | will visit you

I’ll come back to you means: I’ll contact you

To keep the door open means: To make further contact possible
I'll drop you a line means: | will write to you

Keep me in the picture means: keep me informed.

XV. Read the memo and translate if into Russian.
Use the word list below

International Memorandum
Trendor

Motors

To: Paul Gates
From: Tom Trendor
DATE: 6 March 1981
RE: Office security

While you were away we received a letter from the tax revenue office which suggested we
were evading tax. | am meeting David Lee from the bank on Monday to look into the matter, as we
could be in a very serious situation.

This letter highlighted another problem which has been worrying me for some time. When |
looked for last year's accounts to check the tax situation, | couldn’t find them. Perhaps you have
moved them for some reason? If so, could you let me have them as soon as possible, please. If not,
however, there is a strong possibility that they have been taken by someone.

| know that in the case of the accounts this is not too serious because anyone can see a
copy at the Government Auditors office, but we do have other papers which are highly confidential
and which we would not want our competitors to see. Even though we are a small firm, | think we
should be much more careful about locking away confidential papers, while also making sure that

they are available for authorized personnel to see.

Perhaps you and | could have a chat about this with Jack when you get back?

cc Jack Lom 'f"m
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Word List

International Memorandum  ciyxeGHast mamsiTHas 3amucka

(memo) —
RE — Ttema, mpeamer 00CYXKICHUS
Security — Ge3omacHOCTb,  HEMPUKOCHOBEH-

HOCTH
To evade taX —  yKJIIOHATBCS OT YIUIATHI HAJIOTOB
To look into the matter —  u3yuuTh BompoC, 3aHATHCS BOIPO-
com
To highlight —  3aoctputs, moaHATS (MpoGIEMY)
To check— mpoBepuTh, MPOKOHTPOIUPOBATH
Confidential - koudpuaeHUNATBHBII
Available —  goctynubIit
Authorized personnel — mepconan, umeromuit gomyck (K
JIOKyMEHTaM )
Copy — komus
Cc = carbon copy —  KOITHs IOl KOTIUPKY
(Carbon paper) — konupoBasbHasi Gymara

XV. Here are some answers to some questions about
the memo in Ex. XIV. Look at the answers and write the questions

Example:
Office security. — “What is the memo about?” mnu “What is the subject
of the memo?”
The tax revenue office. — “Who did Trendor Motors receive a letter
from?”” i “Who wrote Trendor Motors a letter?
. Tom Trendor.
. On Monday.
. Last year’s accounts.
. At the Government Auditors Office.
. The highly confidential ones.
. No, it’s a small firm.
. Carbon copy.
. Jack Lom received a copy of the memo.

CO~NNOT B WN P

XVI. Write a memo from Paul Gates to Tom Trendor making

the suggestion that Trendor motors should go into exporting

on the Industrial market. Send copies to Jack Lom and David Lee
Keep your memo fairly short, but include these four points:

1. What made you think of the idea?
2. Why is exporting a good idea for Trendor motors?
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3. Some objections Tom might have and your answers to those objec-
tions.

4. Suggest having a meeting to discuss the matter with Jack Lom and
Taki Kamal.

XVII. Translate the following text into English,
using the Word List below

ITPOTOKOJI COBPAHUSA

CoOpanusi, 3aceianus OBIBAIOT pa3HbIC: COOpaHUE KOMUTETA, 00IIee Co-
Opanue (Bcex paboTaromux) U T.1., — HOITOMY OJIUH HOCST Oojiee, a Ipyrue
MeHee obHIHanbHbIA Xapakrep. [Ipi 3TOM ciiefyeT MOMHHTb, YTO CIOBOCO-
YeTaHHe MPOBOAUTH 3aceaHne UMEET J1Ba aHIIIMICKIX SKBUBaneHTa: {0 have
a meeting, mpuuéM 3HaYCHHs MX MPAKTUYECKH OJAWHAKOBBL. Bo Bpems 3ace-
JIaHHsSL CEKPETaph (GUPMBI BEAET 3aMKCh 00CYKIACMBIX BOIPOCOB U PEILICHHIA,
KOTOpBIe TI0 HUM TpuHATHL. CekperapeM GUpMBI 0OBITHO Ha3HAYAETCS FeII0-
BEK, XOpOIIO pa3Ouparoliuiicss B (HHAHCAX; YacTO 3TO Oyxrairep WIH
IOpUCT. DTa JOJDKHOCTh CHIIBHO OTJIMYAeTCsl OT OOBIYHOM OJDKHOCTH CEKpe-
taps. [locie okoH4YaHHs 3aceaHus ceKpeTapb GUPMBI IPOAUKTYET CBOM 3a-
IIHCH CEKPEeTaplo, KOTOpas MX 3aTeM IeperneyaracT. BceM IpHCyTCTBYOMUM
Ha cOOpaHMH M TeM, KTO 3aXO4eT y3HaTh, O 4eM TaM IUla pedb, BBIIACTCA
MO3/{Hee KOMHS NPOTOKOJIa 3aCe/IaHMtsI.

OBPA3EI TIPOTOKOJIA COBPAHNSA, OBCY/KIABILIEI'O
XOJ CTPOUTEJBCTBA HOBOI'O ®ABPUYHOI'O 3JAHUA

10 okmaopsa 200... 15.00

1. OmobpeH mNPOTOKON TPEABIAYIIErO 3acelaHus, COCTOSBILIETOCS
26 centsa6ps B 15.00.

2. (a) Yrpapnsiomuil Mpou3BOJICTBOM JOJOXKII O CBOCH Oecene ¢ MH-
CIIEKTOPOM TI0 CTPOUTENBCTBY M CKa3ajl, YTO TPeOYIOTCS MOAPOOHBIC TUIAHBI
(yHIaMeHTa HOBOTO CTPOUTEIIBCTBA.

(6) ApxHTeKTOp AONOXKWI, YTO TaKUE IUIAHBI COCTABICHBI U TEpEHaHbI
HHCIIEKTOPY.

3. (a) Yopapnstomuii mo KajapaM COOOIIMI O KOJIHYECTBE pabounx, KO-
TOPBIX MOXKHO TPUBJIEYb K pabOTe HAa HOBBIX MPOU3BOJICTBEHHBIX IUIOMIAJISX,
U MPEIIOKKUI OPraHU30BaTh KypChl MPO(ECCHOHAILHON MOATOTOBKH Pabo-
YHMX KaJPOB JIsl MPOU3BOACTBEHHBIX HYKI (HDUPMBI.

(6) 6b110 pemeHo HauaTh PabOTY KypcOB Kak MOXKHO CKOpee; MpeaBapu-
TEeTIbHBIA MOACYET CTOMMOCTH 3TOH MPOTpPaMMBI JIOJDKEH OBITh CAelaH |
MIPECTaBIICH YIIPABIIONINM IO KagpaMm.

4. (a) YmpaBisAmOUiA TPOU3BOACTBOM JIOJOXKWI, YTO CEPTUPUKAT Ha
CTPOUTENBCTBO OBLI MONTyYeH (UPMOW TPU YCIOBHHU MEPEHOCA CKIIAJI0B TOTI-
JIUBA U KPACOK B IPYTOE€ MECTO B IIEJISIX IPOTHUBOIIOKAPHOM O€30MaCHOCTH.
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(6) MpeanoxeHre apxUTEKTOpa O MEPECTPOIKE rapaxka JJisl MallInH, 01
CKJIJbl JUIsl TOIIJIMBA M KPAcOK OBLIO MPHUHSTO.

Word List

[Iporoxon cobpanust —

Obmiee cobpanme —

Hocuts odurnmansHeIi XapakTep —
Bectu 3anmce 00CykIaeMbIX BO-
TIPOCOB —

YemnoBek, XOpoIIo pa3onuparomii-
cs B puHAHCAX —

JIOJKHOCTB —

XoJ CTPOUTENLCTBA HOBOTO (had-
PUYHOTO 37aHUs —

Omo0peH MPOTOKO —
Ynpapnsromui 0pou3BoICTBOM —
Jlonoxuts —

MHCIEKTOp 1O CTPOUTENBCTBY —
CocraBisTh —

Bruto pemeno Hagate paboTy Kyp-
COB —

[oncuér crommocTn —

CkJ1azipl TOIJIMBA U KPACOK —

minutes of the meeting

staff meeting

be formal

make a note of the business dis-
cussed

a man highly qualified in accounts

position
factory extension

minutes ...were approved

the production manager

report

building inspector

draw up

it was agreed that a training pro-
gramme should be started

an estimate of the cost

fuel and paint stores

XVIII. Translate the following sentences into English

1. Bcé€ roToBo i coOpaHust B 3aJ1e 3aceiaHuil IpaBiIeHUs?

2. —I'ne nosectka gua?

— B aroif manke. Tam Takke KOTHSI MPOTOKOJIA MOCIETHETO COOpaHusl.

3. Focniona, [ymMaro, HeT HeOOXOMMOCTH YUTATh MPOTOKOJ HAILIEro I0-
CJISITHEr0 3aceaHus, TAK KaK KOIMH BCEM yiKE PO3JaHBI.

4. TIpOTOKOJI MPEABIAYLIET0 3aCeaH s CYMTACTCS 3aCITyLIaHHBIM.

5.Ilonararo, Bce COTJIACHBI, YTO KYPCHI MO MPO(eCCHOHANBHOH moaro-
TOBKE HEOOXOIMMO OTKPBITH IpsIMO ceftuac. (Bosrmac omoOpenus)

6. IToxaryiicTa, 3aIIUIINTE 3TO B IPOTOKOJI COOpaHUS.

7. Cnenyromuii BOIIPOC MOBECTKH JHS — COOOIIEHHE YIPABISIONIETO 10
KajipaM O TOM, CKOJIbKO JIOMIOJIHUTEIBHO HaM MOHAJO0UTCS pabovunX.

XIX. a) What makes a good communicator? Choose the three

most important factors

e Fluency in the language
e An extensive vocabulary
e Being a good listener



Physical appearance

A sense of humor

Grammatical accuracy

Not being afraid of making mistakes
An awareness of body language

b) What other factors are important for communication?

XX. Complete this talk by a communication expert with the verbs
from the box

Good communicators really...listen... to people and take in what is said.
They maintain eye contact and have a relaxed body language, but they sel-
dom...... L and stop people talking. If they don’t understand and want to...... 2
something they wait for a suitable opportunity.

When speaking, effective communicators are good at giving informa-
tion. They don’t ....... % their listener. They make their points clearly. They
will avoid technical terms, abbreviations or jargon.

If they do need to use unfamiliar terminology they....... * by giving an
easy to understand example. Furthermore, although they may .....° and leave
the main point to give additional information and details where appropriate,
they will not.......° and lose sigh of their main message. Really effective
communicators who have the ability to...... " with colleagues, employees,
customers and suppliers are a valuable asset for any business.”

Listen digress interrupt explain engage clarify confuse ramble
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