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Teamwork[ O O O 1.Making Plans] [J [0 [0 2.Sudden Events [0 [ [0 3.A Difficult Job[J (I 4.Different Ideas
O O O O 5.Recognising Performanced [J [0 [0 Design and Productiond [0 [0 O [0 6.Current Trends] O O

[0 7.New Projectsl] [0 [0 8.New Ways ofWork[ [0 [0 [0 [0 [0 9.Making It Better(] [J [J [J 10.Product
Improvement [0 [0 00 Admind 00 11.Office RoutinestI O O O [0 O 0O 12.PayrollC] O 13.StaffRecords] (1 [
(0 14.AmenitiesC] 00 O O 15.Company Policy Procedurest] O O O Financiald [0 16.Capital(] [0 17.Borrowings
[0 O 18.Cash Flowd O O 19.Cost ControlJ [0 [0 [0 20.Reporting and Budgets(] [0 [J [0 [0 Human Resources]
0 O O 21.Job Interviewsd [0 00 0 22.Remunerationd O O O 23.Trainingd O 24.Motivationd O [

[0 25.Working Conditions[] [J (O O Public Relations[J (I (O [0 26.Company Imagel] [J I [ 27.The Mediall

[ 28.Governmental Relations[] (I [ [0 29.Customerst] [1 30.Distributors] [ [1 31.Legal Issues] [1 [

0 Purchasingd O 32.Inventory[J [J 33.Stock Controld O [ [0 34.Deliveryd [ 35.SuppliersC] [

[0 36.NegotiationsC] [1 37.Quality ControlJ [J [J O Sales[] [ 38.Advertising[] [1 39.Sales Targets(] [1 [

[J 40.After-sales Service[d O [ [J 41.Sales StaffJ [0 [0 O Marketingd O O [0 42.Marketing Strategy U [J

0 43.Market Study[] [0 O [ 44.Developing Market SharelJ [J [0 O O [J 45.Pricing Decisionst O [ [J Business
EthicsJ O O [ 46.Exploiting Cheap Labour] O [0 00 O O [J 47.Keeping a Promise[] O O [J 48.Profit versus the
EnvironmentD O O O O 49.Quality versus Mass Productiont O [0 00 0 O O O O 50.Creating versus Copying
O0O00OAnswersDO OO0 OOOOOODODOOODO O Futher Readingd O 0O O
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[0 O Recognising Performance [ [0 [0 [ [0 00 Words and Phrases O O O O O OO O opportunity O O 0O O O
don?” tdiscountthat [0 00 O O O O congratulate [ [ to take this opportunity 0 0 O O O O discount O O [
000 00O make all the difference 0 O O O O O O persistence 0 O O O can you spare some time O [ [
OO000O0OD0DOofftarget 0 O O nowisasgood atimeasany 0 0O 0O O O O O O O O O spontaneous O O [
any time that suitsyou 00 0 0 0 0 O O O potential 0 O O awaste oftime 0 O O O O O maxim O O a job well
done 0 O O O O O motivate 0 O fall back ontotheshoulders 0 0 0 D0 0000000 DOO0O

O inappropriate 0 O O O O O O O O promoteone? sownagenda 0 0 0 0 00O 0O O O Sentences O O O
O 001 Itookyouradviceonthat O 0 OO0 00O OO0OOOOO0O

(0 0O 2. I'noticed thatonyourreports. D 0 OO0 OO OO0

O 0O3. 1t sanatural result from persistence. 1 0 000 OO0 OO0OOO

[0 O 4.Canyousparesometimeforachat? D 0 D 0 000000000

[0 O 5. It does seem to make the jobaloteasier. 0 0 0 000000 0OO

O [ 6. Giving praise is a powerful motivatingforce. 1 0 0 00000 OO0OO

O O 7. Itis human nature for people to make mistakes. 0 O 0 0 OO0 00O 0O

0 [ 8. Itis agood maxim for managementatanylevel D 0D 0000000 OOODOO0O

0O 0O9. I will have to improve my preparationandresearch. 0 0 0D 0000000000

0 [ 10. The key thing is not to make the same mistaketwice. 1 0 000000 0OO0ODOO

0 [J 11. Everyone appreciates having their effortsrecognised. 0 0 00 0000000 OODODOO

[0 O 12. Good teamwork requires a group of motivated people. 1 O O O O O OO0 00 O0O0OO0OOOOOO
O

(0 O 13. People keep making excuses for not wantingtodecide. J O OO OO0 000000

[0 O 14. Find out exactly who the key people are that make the decisions. J O O O OO0 0000000 OOO
00

[0 O 15. People need to know when they are not doing theirwork properly. 0 OO0 000 O OO0O0O0O0O00O0O
00

0 O Dialogue 1[0 A Boss is talking to atop achievingemployee. 0 O 0 O 1200000000000 OO

O A: 177 d like to take this opportunity to congratulate you on your fine sales performance last month.[J I B:
Thank you very much. | had a good month but, there was a bit of luck involved.[] [1 A: Don?” t discount that. It?
~ sanatural result from persistence. The more persistent you are the luckier you will get.[] [J B: Hadn?™ t thought
of itthatway.OJ (0 A: 1t s all a matter of planning and setting up a good work schedule.[J [0 B: | took your advice
on that and now work to a daily routine and a daily target for contacts.[J (1 A: I noticed that on your reports. It
makes all the difference when you plan and organise your daily routine.l] O B: That?” swhat | did last month and
am following through for this month.O [ A: Your success rate with the sales calls and the size of the sales both
show an improvement.lJ O B: | think that is probably due to the extra research | have done on the clients before
visiting them.[J [0 A: The more you know about your customers the better you can serve them.[J 0J B: That?”™ s
true and it does seem to make the jobaloteasier. O DA: 0 0000 00O O0O0OO0OOOOOOODOOOO0O
O
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00 O Dialogue 2[0 A Boss is talking to a poor achievingemployee. 0 0 0 0220 0 000000000 0OO
[0 A: Good morning, John. Can you spare some time for a chat?] [J B: Certainly Sir. | can be available any time
that suits you.[ [0 A: I think now is as good a time as any. | noticed your performance last month was well off
target. Are you having problems?] [ B: Well, yes and no. | have plenty of contacts but haven?” t been able to
close many sales.[] 1 A: Why do you think that?” s happening?[] [J B: People keep making excuses for not
wanting to decide or not wanting to buy.J [J A: Are you seeing the right people, the people who have the authority
to make the decision?d [0 B: 1 don?” treally know. I think so but it?” s hard to tell sometimes.OJ [J A: | think you
will need to do a lot more research on your potential clients and find out exactly who the key people are that make
the decisions.[J [J B: But, if | spend time on research | won?” t be able to make all the calls on my list.C] O A: If
you are not making proper preparation, many of the calls on your list will result in a waste of time.[J [J B: Yes, | can
see that. 1”7 m going to have to improve my preparation and research.0 D A: 0 00O 0O OO
O0o00ooooooa
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0 O Exercises [0 O O O AO Vocabulary Drill?00 O O O O O O O powerfulJ Planning sincered having

[0 mistakes[] associated[] motivated[] performancel] responsiblel] right(] (I 1. Everyone appreciatesC] (1 [0 [
(0 O their efforts recognised.[] [1 2. Good performance isC1 [0 O O O O with proper training.[] [J 3. People need
tobed OO0 0 O O O towork as a team.[d [ 4. Reprimandd [0 [0 [0 [0 [ and not the person.[] [1 5. Catch people
doing thingsOd O O O OO O O .0 O 6. Management ist] O O O O O for motivating employees.[1 [1 7. Giving
praise isal] [0 00 O O O motivating force.(D [0 8.00 0 O O O O and preparation are essential for good
performance.l] O 9. People will make O O O O O but, not the same one twice.[] 0 10. Praise and reprimands
must be(d 0O 0O 0O 0O O 0O O.0 O BO Reading Practice?d O O O O O A good maxim for management, at any
level, isto ?° Catch people doing something right?+ . Far too often employees only come to the attention of their
boss when things go wrong.[ [0 Everyone appreciates having their efforts noticed, and recognised, and especially
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when it is a spontaneous recognition of a job well done. Giving praise is a powerful motivating force which can be
applied, even when things go wrong.[1 [J It is human nature for people to make mistakes but, the key thing is not
to make the same mistake twice. If a team, or an employee, have a logical explanation for their actions and the
action turns out to be inappropriate, then it becomes an opportunity for the people involved to learn something
new.[] [0 Good performance is, invariably, associated with planning and preparation while poor performance
tends to lack those elements. If management doesn?” t plan properly they can hardly expect a well motivated and
high performance workforce.[J [J Both praise and reprimanding must be done with sincerity and it is important to
make the distinction between reprimanding the performance and reprimanding the person.] [0 Answer the
questions below.[d 0 1. What are two key factors in achieving good performance?] [J 2. What motivates
employees?l] [0 3. Who is ultimately responsible for morale and motivation?l] [0 C[ Presentation?] 0 O O 7—
Make a list of ways to improve the performance of a sales team and suggest it to your class.[1 [1 D[ Role Play?(] [
00 O O O Student A: You are an Office Manager asking a receptionist about a difficult customer.[] [J Student B:
You are a Receptionist.[] [1 Example questions:[] [0 1. What was the problem with that customer? [0 2. How do
you normally handle difficult customers?[] [0 EO Discussion?l [0 O O 1. Why is planning so important in
business?] O 2. Discuss ways to motivate people.
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