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阅读部分

Time：60 minutes. 

The Reading Test has six parts testing various reading skills. 

	Part
	Input
	Task

	1
	Five 90 word texts
	Matching sentences with texts

	2
	450-500 word text
	Sentence level gap-filling

	3
	500-600 word text
	Multiple-choice comprehension questions

	4
	250 word text
	Single word multiple-choice gap-filling

	5
	250 word text
	Single word gap-filling

	6
	150-200 word text
	Proof-reading: identifying extra words


How to succeed in your reading test?

See some tips on page 57 of your student book.

Part One

Exercise One

1 This book provides many real life examples of business practice in a number of organizations.

2 An earlier version of this book was very successful.

3 Some of the material in this book has been presented in an audio-visual format.

4 Reading this book might save you from an embarrassing misunderstanding.

5 Managers could find practical ideas related to manufacturing in this book.

6 No previous book has covered the range of material included in this one.

7 Personnel managers might recommend this book to their trainees.

8 This book is written in an entertaining style.

	(A)

CASE STUDIES IN ORGANISATIONAL

BEHAVIOUR

Eds. Derek Fawcett and Alan Sparrow

This book draws on a variety of genuine cases, setting both European and global contexts. It includes contributions from many business managers to ensure an accurate picture of practical approaches to the subject.

Suitable both for practicing managers and for teachers of management students, Case Studies in

Organizational Behavior presents an up-to-date selection of business cases in an easy-to-use format. Also available is a video in which a number of the most valuable cases in the book are presented
	(B)

INTRODUCTION TO WORK PSYCHOLOGY

2nd Edition

Dr.J. Otis-Lavalle

The aim of this established text is to examine the contribution of psychology to our understanding of human behavior at work. The text covers issues such as selection, training, motivation and job satisfaction. It is particularly aimed at those training to be managers in the areas of staff development and human resources but offers insight for anyone employed in this area. The first edition of the book was chosen as Training Book of the Year in 1994 and the new edition has been updated to make it even more accessible.

	(C)

HUMAN RESOURCE MANAGENENT:A

INTERNATIONAL PERSPECTIVE

Professor Ella Schoonhoven

This is the first book to look at the theory and use of management techniques in every major industrial country. This survey of modern management methods is unequalled in its scope and is destined to become classic among modern management texts. Professor Schoonhoven describes the application of HRM techniques in Europe, in United States and the Far East, comparing and contrasting the approach of each business culture. She also includes a chapter on the emerging economies of Eastern Europe and Asia.


	(D)

PRODUCTION TECHNIQUES FOR MODER

MANGERS

Dirk Bolatt, Michael Terry and Dr. Yu Luan

Published last year, this is becoming the essential text for production managers in industrial companies. More than a guide, this text explains the thinking behind recent changes in work methods and encourage managers to practice approaches to production. The authors, who have themselves all had experience in production as well as teaching and research, cover both the well-known techniques and others which have received less attention but which have been developed by leading firms in global process technology.

	(E)

ORGANISATION AND CULTOURE

Dr. Andrew Green

In an international business world, the contemporary manager deals with people from a variety of backgrounds and cultures. Often simple differences can obstruct communication: the international manager needs to be sensitive to these differences in order to be truly effective. Andrew Green’s fascinating and amusing book guides you through the potential mistakes which contrasting culture way in which major cultural groups handle each of these aspects. This is a book to keep with you every time you travel. Easy to read and full of hints, it may prove to be the difference between international success and disaster.


重要语法：注意在备选句中的限定词。

限定词是指在名词词组中对名词起特指、类指以及表示确定数量和非确定数量等限定作用的词类。备选句中有限定词的出现，标志着该句中重要信息的显现。重视限定词的出现，可以迅速定位备选句中重要信息，从而有的放矢地进行查找和筛选。本练习中所有被选句中都有限定词的出现，请大家分别找出。
小知识：
图书类广告的通用格式。
书名（有时加上详细用途或种类）

作者

发行价

订购价（有时加上优惠价）

图书简介

订购信息（包括图书信息）
重要词汇和表达：

Genuine; context; approach; format; motivation; insight; accessible; be destined to; HRM; contrast; emerging; innovative; obstruct; 

Exercise Two

1 This book follows the progress of various products from the concept to the selling stage.

2 This book includes very few technical terms.
3 In this book we are given some detailed inside information on companies.
4 The writer of this book believes company bosses aim at more than the financial improvement of their company.
5 The writer of this book feels that success involves the ability to adapt quickly to a new situation.
6 It is stated in this book that future business success will involve understanding recent thinking in the business area.
7 This book shows how to include tine input of consumer in a company.
8 This book is aimed at the workforce as well as management.

	A                   PERCENTAGE SOLUTIONS                 Paler Fraser
Anticipating changes in the marketplace and the competition depends on the ability to quickly reorganize business structures. Percentage Solutions shows that these significant change indicators lie in the 20% of business opportunities that will drive growth and profit into the future. Peter Fraser suggests that companies stay ahead of change by using a rapid redesign approach to quickly renew and rethink their business. In the book he details how this redesign could work and gives some example of how it could be put into practice in a company.

￡18.99

	B                   BUSINESS THOUGHTS      Norman Heimes, Sandy Davies
Attaining higher levels of customer satisfaction, increasing speed and efficiency in the product development process, and increasing profits are the goals many managers are struggling to achieve. The basic business philosophy behind this book is Customer Integrated Decision Making, or CIDM, which is a process that shows managers how to reach these goals by integrating the customer into the decision-making process and incorporating the customer’s wants and needs into the design of new products and services.

￡35.00

	C                    COMMODITIES TO GO              Philip M Rodgers
This fascinating and instructive book takes readers behind the scenes of twenty-four of the biggest new product success stories of the past few years and reveals the normally confidential workings of some of the institutions where these products were developed. Each story focuses on a different strategy and offers managers and professionals invaluable insights into how the brightest and best new product ideas were originally thought up, then developed and finally brought to market.

￡22.50


	D      A HANDBOOK OF MODERN BUSINESS MATTERS         Joyce Jamieson

The incorporation of information technology in the workplace has revolutionized the way people do business. But the revolution has not finished - new technologies are being developed every day. The divide between man and technology is becoming increasingly narrow, and in some societies social and cultural changes are gradually occurring in order to reengineer business operations for the 21st century. A Handbook of Modem Business Matters will encourage you to think about the new concepts and ideas which often pass by only half understood, but will eventually make the difference between success and failure.

￡14.99

	E                      BUSINESS CHOICES                       Anne Jones

This original book about attitudes towards work is both for individuals in routine jobs seeking to improve the quality of their working lives and for managers who find themselves expected to do more with less in this era of uncertainty. Business Choices reveals a new way of thinking about work that will motivate both employees and companies to reach for higher levels of achievement. In a clear and very readable style that avoids much irritating business jargon. Anne Jones seeks to improve working attitudes at all levels of the workforce. 

￡18.99


小技巧：备选句中使用解释性的语言而相应的文章中出现技术性语言或“术语”。 反之亦然。 请指出重要词汇和表达中存在的“术语”。

重要词汇和表达：

Indicator; CIDM; confidential; workings; reengineer; routine; era of uncertainty; readable; jargon; 

小资料：

Customer Integration
Attaining higher levels of customer delight, increasing the speed and efficiency in the product development process, and increasing profits are goals many managers are struggling to achieve. Customer Integrated Decision Making, or CIDM, is a process that will show managers how to reach these goals by integrating the customer into the decision-making process and incorporating the customer's wants and needs into the design of new products and services. 
Customer Integration: The Quality Function Deployment (QFD) Leader's Guide for Decision Making focuses on the complete CIDM/QFD process. The book details the reasons for using CIDM market identification techniques, and QFD idea generation methodologies, as well as some basic and advanced customer "choice" prediction approaches. This practical, structured, and replicable process will provide a company of any size with the tools to assure its teams' success as they move to become linked to the customer. 
Customer Integration opens with a comprehensive overview for executives, followed by a detailed discussion of how CIDM/QFD can increase profits for businesses in a variety of industries. The executive overview reviews the issues confronting companies today and gives reasons why executives will need to be linked to customers to compete. The second part of the book lays out some of the foundation knowledge that middle managers will need to have in order to commit to supporting individuals and teams and to complete CIDM/QFD projects. Part II also offers practical discussions on the critical role of leadership and the challenges of implementation. The third part of the book provides a step-by-step explanation of the process, along with a complete review of the necessary concepts and tools to make a CIDM/QFD project happen. 
Customer Integration is designed for the whole company. It provides the information executives and managers need to undertake a Customer Integrated Decision-Making project and the knowledge that team members need to assure success in their project. 
Exercise Three (2000.5)

1. This job involves protecting the confidentiality of computer systems.

2. Financial assistance will be given if getting this job means you need to move house.


3. The post involves increasing the importance of IT within the company.

4. You may be given greater seniority soon after being appointed to this post.

5. Experience of government computer contracts may help the applicant for this post.

6. In this post you will be responsible for appointing and training some staff.

7. The successful applicant's main task will be getting companies to sign up to new contracts for IT services.

8. You will be in charge of the money allocated for I.T.

	

	B                             IT PROJECT MANAGER

Applications are invited from candidates aged 30-47 with at least 5 years’ successful experience of developing company computer systems involving 100 plus terminals, ideally across several sites. The successful candidate will be responsible for the implementation of new computer on-line systems to major companies. The ability to develop, and in some cases to recruit, an effective team, and play a key role in the group’s growth is important. It is expected that there will be the possibility of joining the Board in the near future.


	C                              CONTRACTS MANAGER

The successful applicant will have experience of a wide range of state and private sector industries, focused on, but not limited to, markets in manufacturing, engineering, retail and distribution. He or she will possess considerable experience of developing client relationships, project delivery and the implementation of large-scale IT systems across the UK and Europe. Quite exceptional presentation and communication skills required. Generous relocation package available.

	D                             IT PROFESSIONAL

We are a global consulting organization with an outstanding reputation for the provision of audit, tax, and management consultancy services. In order to maintain our leadership position, we need to strengthen our team by appointing two specialists in IT and telecoms security. We are looking for someone with considerable understanding and practical experience of the security and control requirements for telecoms and networked systems. You will be a recognized expert readily acceptable to major organizations who employ the latest technology. In return, we offer you an opportunity to develop your skills by working at a variety of international locations.

	E                             IT FACILITIES MANAGER

We are a market-leading retail financial services group which has achieved dominance in a number of products, and we have exciting plans for future growth, with a direct effect on our IT requirements. We now need to appoint someone who is capable of carrying out a thorough review of all our IT services and representing the needs of IT to the board. The task of the appointee will be to significantly raise the profile of IT and add real value to the business. Responsibilities will include managing and motivating the IT department, the project management of new technology, and managing the IT budget and relationships with suppliers. Financial services experience, whilst desirable, is not essential.


小技巧：备选句中使用解释性的语言而相应的文章中出现技术性语言或“术语”。 反之亦然。 请指出重要词汇和表达中存在的“术语”。

小知识：招聘广告的通用格式。

使用所需职位或用人单位作为标题；

正文部分依次列出：所需职位；条件（详细）；待遇（通常不祥）；

其他情况

重要词汇和表达：

Confidentiality; seniority; provision; outsourced; track record; keen; plus; Board; engineering; distribution; relocation package; audit; recognized; dominance; appointee; profile.
Exercise Four (2000.11)
1 This event will help you get the best out of your staff.

2 You need to be a senior manager to attend this event.

3 This event offers advice which can be acted on immediately.

4 You have the opportunity to socialize with the speakers at this event.

5 This event concentrates on the application of new technology in business.

6 You can learn something about the law at this event.

7 This event will help you to organize working groups more effectively.

8 This event makes complicated ideas easy to understand.
	A                        BUSINESS CONNECTIONS
Thornway Centre, 2 – 3 April
This is a very special event indeed, and will cover an important range of business issues that you simply cannot afford to ignore if you are running a company. The matters that affect you high-level decision - making, long - term planning will be discussed by some of the continent’s most forward thinkers. Business Connections is a unique opportunity to access information before anyone else hears it and is restricted to directors and chief executives. You need to book well in advance, as places are limited.



	B                             ENTERPRISE
Unity Conference Centre, 15 March

Enterprise is a particularly useful event if you’re involved in personnel, human resources or any other area of managing people and will really benefit you in your daily meetings. It’s very much a practical session. You will spend the day extending your already considerable range of knowledge and experience. What you will take away are some new insights into the areas you already know a great deal about. The focus will be on teamwork, particularly on how to run teams in order to make the most of their potential. Phone the Centre for further details.

	C                           BUSINESS SOLUTION

Conway Hall, 20 – 22 March

These could be the three most productive days you will ever spend in your business career. Business Solutions is for anyone in business who wants to use the latest computer software to get ahead of the competition. You will not be overwhelmed with a great weight of theory, but rather be offered a series of hard - hitting solutions to today’s problems. This clear information can be put into practice the very next day in your company. Tickets available in advance or from reception on the first day.



	D                           MARKET SOLUTIONS

Exhibition Centre, 4 – 5 April

This is the first truly international marketing event to take place in this country. Understanding how markets really function is vital to survival and success in business. Such knowledge can give you the edge in competition. Market Solutions is a very special opportunity to learn form some of the world’s best market analysts, who are ready to share their expertise with you. Although the issues involved are very complex, the presentations will offer very clear analyses and straightforward information packs. Book early to be sure of a place.




	E                         BUSINESS MASTERCLASS

Grand Hotel, 8 – 10 April

Business Masterclass offers an enjoyable and educational three days in the luxurious surroundings of the Grand Hotel. As business becomes increasingly global, it becomes all the more essential to have the right kind of information to stay ahead of the competition. Masterclass will give you that kind of information, with sessions on the most effective advertising techniques, careful analyses of the potential legal problems you may face when dealing at an international level, and some very sound investment advice. There is a full evening program where you can meet the presenters. Phone for further information.




小技巧：寻找与被选句子中某个细节表达相一致的文章。（通常一致是指近义词的使用和同义表达的使用）请大家在文章中找出于下列表达相一致的部分：

get the best out of your staff；

be acted on immediately；

application of new technology；

something about the law；

complicated ideas easy to understand；

重要词汇和表达：

Potential; hard-hitting; edge; expertise; straightforward; Luxurious; 

Exercise Five (2001.5)

1. You must be prepared to work outside normal working hours.

2. This advertisement is for a financial position.

3. This advertisement asks for an ability with foreign languages.

4. This advertisement asks for examples of previous work.

5. Your income will depend on your performance in this job.

6. You will have to go abroad in this job.

7. This job involves servicing the retail sector.

8. You are required to do training when you start this job.
	A

Right now we’re looking for a copywriter with the talent, ambition and energy it takes to create concepts and copy that will sell from Copenhagen to California. You’ll need to be highly creative, a strong strategic thinker, used to working well in a team and delivering the goods to tight deadlines. And you’ll have at least two years’ copywriting experience, backed by a portfolio of past projects that show your ability to create powerful work that can be adapted for use in different countries and markets. You will be expected to take a thorough preparation course to develop company and product awareness.

	B

An exciting opportunity exists for an experienced telemarketing specialist. You would be responsible for spearheading a multinational textile company’s drive to secure new business. The ideal candidate will be confident in projecting a professional image. You’ll also be adaptable and remain calm under pressure. The position requires a highly motivated and focused approach together with multi-lingual skills. Knowledge of the textile market is desirable but not essential. You will sometimes be required to work unsocial hours but an excellent benefits package is offered.

	C

Creative Communications is a well-established and fast-expanding group of agencies, specializing in design communication, contract publishing and interactive multimedia. A unique opportunity exists for someone with an accounting qualification, a resourceful and dynamic attitude and experience at a high level. You will be leading an existing team dedicated to one of the biggest blue chip clients. You should have an impressive record of working with prestige companies, together with promotional and marketing skills. You will be seeking a challenge and the scope to utilize your full potential.

	D

Star trade is looking for a bright confident ambitious sales person who is keen to develop a career with an international media organization and to join the London sales team and work on international markets. The ideal candidate must possess the ability to work independently and be confident and comfortable negotiating with more senior management. The position will be based in London, but will require some overseas travel. An excellent basic salary plus sales-related commission is offered. If you have at least five year’s experience and would enjoy the hectic environment of a weekly newspaper office, fax your c.v. to us.


	E

We’re looking for someone to work within the Visual Merchandizing department. This demanding and rewarding role needs an unusual mix of organizational excellence and design ability. You’ll be responsible for the design and production of merchandising communications and for updating store layout guides. You’ll also need to manage the printing and production process. It will then be your job to ensure that all stores receive the material on time and to deal tactfully with customer enquiries and complaints. This will involve visiting our stores throughout the country. You’ll need to have experience with DTP work on a Mac or Pc, and good written skills.


小技巧：备选句中使用解释性的语言而相应的文章中出现技术性语言或“术语”。 反之亦然。 请指出重要词汇和表达中存在的“术语”。

小知识：DTP技术的产生与发展
DTP（Desktop Publishing）是1985年由Aldus 公司的总裁于苹果电脑公司的一个会议上发表的，他将Macintosh电脑、Aldus的PageMaker排版软件，以Adobe的PostScript页面描述语言，运作在Apple LaserWriter印表机上，合成一个新的出版系统，名为桌上出版（Desktop  Publishing），也称电脑印前设计。再加上Linotype将PostScript引入于传统排版植字机（Photo-typesetter）上使用，后期发展成为图像排版机（Image setter），这样的组合，对印刷业的前期设计排版及制版产生了重大的影响。
桌面印前设计系统主要由图像输入系统、图文设计与编排系统和输出系统三大部分组成。它摈弃了传统的铅字排版工艺，采用电子出版新工艺，这一变革被人们称作以“光与电”取代“铅与火”。DTP技术的发展极大地提高了印刷品（特别是彩色印刷品）设计的工艺水准和制作效率，促进了信息的传播和生产的发展。
如今，DTP已广泛应用于印刷出版业，在技术更新迅速的广告业更是深入人心。印刷类广告是平面广告的主要形式，比如报刊杂志广告、招贴广告、邮寄广告、售点广告、广告宣传册等等。其设计与制作都离不开电脑印前设计DTP技术。
（*注：20世纪90年代后，Aldus公司被Adobe公司合并。）　
重要词汇和表达：

Copywriter; back; portfolio; telemarketing; spearhead; drive; secure; unsocial; package; dynamic; utilize; hectic; rewarding; demanding; layout; tactfully; DTP;

Exercise Six (2001.11)

1. Your working hours will vary.

2. You need to be good at encouraging colleagues.

3. You may be involved in moving to new premises.

4. You will have considerable opportunities for promotion.

5. You will be directly responsible to senior management.

6. You need to be capable of motivating yourself.

7. Your pay will reflect the company’s performance.

8. You will be involved with new customers.

	A.

Commercial Operations Manager

This is an exciting opportunity for a Commercial Operations Manager based at our prestigious premises in the capital. You must bring your successful track record in contract management skills. Strong commercial awareness and communication skills are essential characteristics of your approach, as is the ability to motivate others. You will have considerable expertise with computers and your commitment to customer service will be strong. Relevant professional qualifications are a prerequisite for this post.

	B

Recruitment Consultant

Recruitment consultancy represents a varied, stimulating and challenging career which will further develop interpersonal and commercial skills, allowing personal and professional growth. We offer unlimited career prospects within our management team here and overseas. Our individually tailored training scheme is one of the most advanced in the industry. We operate a reward system based on merit and profit-sharing, not commission or overtime. The remuneration package is designed to attract outstanding individuals to make a commitment to a long-term business relationship.

	C

Production Manager

We are looking for a Production Manager to play an active role in our fast-growing company. We need a dynamic team player to help drive forward our firm commitment to continuous performance improvement and customer liaison. A background in engineering or processing would be highly advantageous. Working within a fast-changing environment, the ability to manage change effectively is a key requirement. The position is based on a rotating shift system and attracts a highly competitive salary and benefits package.

	D

Services Manager

The person recruited to fulfill this new role in our fast expanding company will assume full responsibility for all the building and equipment at our head office. The company is currently considering relocation. You will be responsible for the management of communication systems including reception, co-ordination of secretarial support and management of all service suppliers. Some familiarity with computers is desirable. Personality, drive and the ability to set personal goals and high standards within a demanding working week are the main criteria. A degree and/or business qualification will be advantages.

	E

Credit Manager

We are seeking a skilled credit professional with exceptional commercial acumen to play a vital role in our European program. You will deal with trade negotiations, account management and legal proceedings. Reporting directly to the Managing Director, you will develop and maintain our credit policy and take decisions on transactions within assigned authority levels for both existing and first-time client facilities and liaison. Based at our well-situated headquarters, with excellent IT support, you will be prepared to work hard in return for a rewarding remuneration package.


重要词汇和表达：

Prestigious; track record; expertise; prerequisite; remuneration; familiarity; criteria; acumen; 

Part Two

重要语法：篇章构成的技巧（Techniques in Making Texts）

人们讲话或写文章时，常常要把前后讲的或写的内容加以联系。联系的方式有几类，它们为语言的应用提供粘合(cohesion)。取得粘合最常用的方式是返指(referring back)已经提及的事项。取得粘合的另一方式就是预指(referring forward)将要说及的事项。

篇章构成的技巧非常适用于BEC阅读第二项。下面结合考题向大家具体介绍：

Exercise One
	Wall Street Thinks Planet Is Set On $4bn Bid For Grape

Grape Computer was yesterday the target of speculation about an imminent $4 billion takeover by Planet Microsystems, the new power in the computing world. __H__. Grape and Planet remained silent about a possible alliance, but Grape shares leapt on Wall Street, the New York stock market, in anticipation of a bidding war.
Grape has been at the center of takeover rumors for months, as its financial fortunes have worsened. __9__. As a result of this poor financial performance, the company has also announced that it is making up to 1,300 employees redundant.
Losses during the normally lucrative Christmas period had analysts on Wall Street wondering whether Grape could survive. __10__. With falling demand for its products, and increasing competition, it seems unlikely that the ailing company will be able to survive another year unaided. 

Under Andrew Whiting, its chief executive, Grape has been troubled by mistakes and misjudgments. Senior management are regarded as responsible for a series of costly miscalculations about product marketing and corporate strategy. __11__. Computer experts have also been quick to criticize Grape’s technical program: spending on research and development was cut at a time when other companies were bringing out innovative new products. __12__. 

  According to the Wall Street Journal, Planet’s chief executive, David Murray, has been meeting “around the clock” with aides putting the finishing touches on an offer to acquire Grape, which is based in Cupertino, California. __13__. On Wall Street today, Grape shares were up $1 to $32.25, as dealers anticipated a bid by Planet for its troubled rival.
Planet Microsystems, based in Mountain View, California, has been pursuing Grape since September, but talks were suspended two weeks ago as Planet waited for Grape shares to drop. __14__. As such, they have now taken over the position held by Grape in the 1980s.

	A. It is Grape’s failure to keep up with the latest technical advances which has been seen as crucial to their downfall.

B. “If you can’t survive at the time of year when the retail market is at its strongest, something’s really wrong,” said one market analyst. 
C. Such an acquisition would come in the form of a share swap valued at about $4 bn-or roughly $33 per Grape share.

D. A producer of workstations-powerful desktop computers used mainly in research and engineering, Planet Microsystems is the rising star in the computer world.

E. The result has been shrinking market share, loss of key executives and falling morale.

F. Last week, the company that was once at the forefront of the personal computer revolution announced a $69 million loss for the quarter which ended on December 29.

G. Grape’s recovery dates from the management’s decision to increase their share in the European market.

H. News of a potential deal emerged as Grape began what could be its last annual shareholder meeting as an independent company.


返指方法一：用this；that和他们的复数形式these和those清楚地返指前文中提到的事物和事实；用such作为限定词或形容词返指刚刚提及的事物。如本练习中的：9，10，13，14。

重要词汇和表达：

Speculation; imminent; takeover; bidding; at the center of; redundant; lucrative; put the finishing touches on; acquire; swap; forefront; 

小资料：

Brief History of Planet Company
Are you tired of moving from hosting company to hosting company? Do you need more than just space and bandwidth? ThePlanet.com Internet Services, Inc. a Delaware corporation, doing business as The Planet, was founded in 1994. This privately held company is focused on customer-driven web hosting solutions and award winning customer service. Our services and solutions are driven from direct customer feedback and changing market forces. For Example, the introduction of our online support portal ORBIT was derived from repeated requests from customers for more control and access to their offsite hosting facility. Our ORBIT system now allows each customer to manage a host of services online including DNS changes, email changes, bandwidth monitoring, server monitoring, server reboots, hands and eyes requests, datacenter visits, managed reports, network availability and much more. With the recent shift to outsourcing, The Planet has responded with a wide range of administrative services from system engineers to network architects to certified database administrators. Our goal is to offer the most complete hosting package in the market place at very aggressive pricing. 
Exercise Two
	Making New Products A Success

After successfully creating a new product it is essential to find an effective way of marketing it. Promising British creations have often failed to sell because they have not been correctly marketed by those who had the idea, with the result that large foreign corporations have successfully taken over the marketing and made huge profits from a product created by someone else. __H__. 

It is more expensive to stop your competitors when they have already entered a market than it is to stop their initiatives at birth. __9__. This early disposal of any competition is obviously preferable, but it is possible that once you have established a new market, your competitors may spoil your plans by trying to gain a share of your profits, increase the cost of entering the market, or start their own related market venture. __10__. If you are aware of what your competitors are planning, you can stay one step ahead.
Choosing the best time to enter the market is also important. Researchers have conflicting views about the value of being first to market. __11__.  But recent research indicates that commitment to leading the market is more important. Such commitment involves having a vision for the medium term of how the market will evolve, being prepared to stay with it, and adapting your product and service as the market develops and new entrants emerge.
Looking head at what is likely to happen in the market is essential. Many new products fail because their promoters either neglect to anticipate the conditions of future markets, or mistakenly assume that their products will not need any alterations in the future. __12__. Markets change constantly and forward thinking of this kind dictates the level of investment necessary to ensure success. Many organizations have tried to minimize risk by cutting back on initial investment. __13__. 

The ability to predict and plan, then, is the real key to the success of a new product. __14__. You may develop a great product, but still fail because your company hasn’t adapted to a new environment.

A  Some have argued that more damage is done by being over budget than by launching the product six months late.

B  This could be done by effective advertising before establishing a market, which may discourage them from entering its.

C  Without these skills, a new product is very unlikely to be successful in the market place.

D  When companies launch such new products, they should be prepared to adjust over time and recognize the need for future change to product.

E  Outside investment, however, is not always an aid to the success of a new product.

F  In order to stop them doing any of these things, it is important to improve your market intelligence.

G  But such attempts at economizing invariably fail, as other companies with more realistic financial planning move in.

H  The lesson here is that is important to put as much effort into selling the product as creation.


返指方法二：

a. 使用名词返指前文中的具体名词或词组，避免重复，并从意思上进行具体解释。如：本练习中9的：early disposal；13中的：economizing; 

b. 使用名词词组返指前文中的具体名词或词组，避免重复，并从意思上进行具体解释。如：本练习中10的：if you are aware of what…；

返指方法三：使用副词来指代前文中提到或讨论到的时间。如：本练习中11的：six months late。

请大家用迄今为止学过的返指方法，解决：9，10，11， 12，13，14。

重要词汇和表达：

Creation; initiative; disposal; venture; evolve; assume.

Exercise Three
	Tylers Bookshops

Another new franchise is about to hit the High Street. We preview this new opportunity.
“I believe we are about to revolutionize the book trade.” __H__. He has reason, it seems, to speak so strongly. The company he heads up is within days of starting its franchise plan. Tylers Bookshops is going to follow the tested path of using franchising to expand quickly and successfully across the country.
At present, there is some cause for concern in the book trade. __9__. “The market remains fragmented with several bookselling chains and some 3,000 independent bookshops,” he explains. “The launch of our franchise will offer people the opportunity to run their own retail book business, but with the benefit of our knowledge, support and experience.”
Tylers Bookshops has 25 High Street outlets, employs around 300 people and enjoys a turnover in  excess of ￡46 million. While their place in the market has come under threat, Tylers is confident that its image as a ‘local family bookshop’ will guarantee its continuing success. Reports certainly indicate that traditional bookshops remain very popular and that price is a secondary consideration for the book-buying public. __10__. They know what they want and don't mind paying for it. It's a large market, too. Book Business Ltd. has found that 80 per cent of adults bought books last year. The number of new books published every year has doubled in a decade and there are some 800,000 titles currently in circulation.
Meanwhile, the Publishers' Organization has predicted the book market will be worth over ￡10 billion within 3 years. __11__. The new scheme has been welcomed by the industry. Mary Parr, executive chair of the publisher Scott and Thomas, says:” After 30 years in bookselling, Tylers have shown themselves to be one of the most innovative businesses in the trade. Their franchising scheme looks set to be one of the most exciting new developments that we have seen for many years.”
So, how do you become a Tylers Bookshops franchisee? The total investment required adds up to ￡150,000. __12__. Mr Tyler explains further. “The training program for franchisees is extremely thorough, taking two months, in which they will learn about buying, merchandising, promotions, understanding publishing patterns and seasonal trends. __13__. Following their training, franchisers will continue to receive help, information and advice, drawing on central services in buying, marketing, IT, administration, property, human resources and accounting.”
Whether Tylers Bookshops “revolutionizes” the industry or not remains to be seen. __14__. It will also, of course, create new opportunities for those who are willing to seize them and who have the time, money, energy and comm.
A  This group of consumers forms a lucrative market.

B  New sources of competition have emerged to threaten traditional bookshops, according to Mr Tyler.

C  Whatever the outcome, its decision to go along the franchise route will be keenly monitored by rival firms.

D  Tylers, with its new franchise strategy, clearly seeks to capitalize on this potential.

E  In return for this financial commitment, Tylers supply every aspect of the business, tried and tested.

F  Their desire to read is unaffected by this increasing use of computers in the home.

G  It also covers staff selection, shop management and maintaining controls.

H  These ambitious words belong to William Tyler.


返指方法四：使用人称代词和物主代词。
在A－H备选句中一旦出现代词，就应该在前文中找到对应。否则该句就不能成为答案。如本练习中的：9， 10， 13。

请大家用返指方法一,二解决：10，11, 12，14。

重要词汇和表达：

High street; fragmented; franchise; outlet; turnover; circulation; set to be; add up to; merchandising; 
Exercise Four
	Set Yourself Up In The Travel Business
Is there any place in the world’s biggest and fastest-growing industry for someone starting up in business on their own? The answer, it seems, is a definite ‘yes’. __H__. As the holiday and tourist business is growing by at least 10 percent a year, the prospects for small independent travel agents with flexible markets and low overheads have never been so bright.
No wonder next year will see a record number of independent start-ups – at least 10,000, according to one estimate. __9__. They will benefit from computer technology, which means they on longer need retail shops in order to operate as travel agents. At least 50 per cent of independent operators are already home-based, linked by computer to booking centers, ticket wholesalers and database services, which can cut prices by half, compared to the main travel agent chains. __10__. If they do, these dynamic independents become like mini tour operators, creating their own packages from other people’s holidays, rather than just selling a standard holiday out of a brochure for only 10 per cent commission.
The biggest problem with running your own travel company can be to generate enough income to make it possible to apply for a license to sell air tickets direct. __11__. However, many independents are quite happy with this system. The brokers are fully bonded and therefore your customers are well protected. At the same time, you can still get good rates of commission. Even part-time agents securing around ten bookings a month can earn around $1,000 a month. __12__. 

An even greater income than that is possible with the right kind of specialization. Business and sports travel are particularly lucrative. __13__. One way to get this kind of deal can be to approach companies in your area direct and offer to cater for their corporate and leisure travel needs. You may be able to improve on their existing deals, especially if they are currently dealing with one of the larger travel companies. __14__. In fact, your only problem may well turn out to be that you become so successful selling holidays you never have time to take one yourself!
A   Such big companies may have 75 per cent of the travel business, but there’s plenty left for the smaller operator, particularly if they specialize.

B   This could be five times as much if you make it your only job.

C   Their low overheads should mean they are able to undercut their competitors.

D   These will range from part-timers to full-time freelance travel brokers.

E   Otherwise you have to work through brokers and computerized distributors who all take their cut of the profit.

F   Even so, you need to ensure the staff have the right training.

G   For example, there are agents offering exotic conference locations or parachuting in the desert.

H   In fact, there’s never been a better time to try your luck in the travel trade.


使用返指方法一：9，11，14。

使用返指方法二：13。

使用返指方法三：12。

使用返指方法四：10。

重要词汇和表达：

Overheads; start-up; wholesaler; dynamic; brochure; broker; bonded; secure; specialization; undercut; distributor; exotic; parachuting;

小资料：

10 Reasons Why You Should Have a Prestige Home Travel Business?
1. Easy to Get Started - Work Actively or Just Refer Clients

2. Great Way to get Extra Cash or a Full Time Income

3. Fun and Lifelong Activity

4. Ideal Post Retirement Business to Stretch Your Dollar

5. Travel Agent Only Discounts

6. Ideal Internet Business

7. Get Paid Everytime You Travel

8. Incredible Tax Benefits and Deductions

9. Work Part or Full Time

10. Enrich Your Lifestyle as a Member of the Travel Industry

Benefits of Independent Travel Agents

As a member of the travel profession, many new doors will be opened to you in the form of discounts and courtesies within the travel industry.  Listed below are some of the benefits you may receive:

· Travel Agent rates at many hotels worldwide - usually at a 50-75% discount. 

· Special rates from car rental companies. 

· Reduced or free theme park/attraction entrance fees. 

· Travel shows and receptions. 

· Discounted rates for cruises (from $25 per day). 

· Discounted trips throughout the world. 

· 75% agent's discount on airfare (when required sales level is reached). 

· Agency sponsored familiarization trips and cruises. 
Tax Advantages Enjoyed by Independent Travel Agents

A major advantage of being in the travel industry is that whenever you travel you can deduct a variety of expenses because travel is part of your ongoing industry training and familiarization.  Every time you fly, cruise, stay in a hotel or visit a theme park you are evaluating your experience in order to assist your clients with their future travel plans.  Consult with your tax advisor for specific details.  A tax deduction and planning workbook is available through Prestige Travel Systems, which includes worksheets and tax reference materials.

· Be eligible for thousands of dollars in new deductions. 

· Deduct the cost of vacation travel. 

· Deduct automobile, home, phone and personal computer expenses.  

· Deduct restaurant, golf and recreation expenses 

· Much More! 
Excise Five (2001.5)

	The Finland Trade Center

Marcus Moberg does things differently and he likes it that way. At 63, he has a range of expertise in industry that few people can argue with. “I have worked in telecommunications, banking, insurance and the clothing industry,” he explains. __H__. Marcus left industry five years ago to join the Finland Trade Center and has played an important role in developing an extremely sophisticated market research and consulting service for Finish exporters, operated by the Finland Trade Center around the world. Until 1992, the Centers were under the control of the Minister for Foreign Trade. __9__. 

Altogether there are over 50 countries with a Finland Trade Center. The UK office, though, says Marcus proudly, is the biggest and the best, without exaggeration. That, he says is because of the team in the office and the strategy they use. Although attached to the embassy, the team operates just like a consultancy. “Our strategy is to concentrate on certain major sectors,” says Marcus. __10__. The last of these means anything involving health, but tends to be mainly software relating to that sector.

__11__. “If people only want a fact-finding service,” he says, “we will help, but I’ll leave it for an office junior to sort out, or suggest contacting our Helsinki office, who are better equipped to offer this service.” Marcus won’t agree to represent the interests of Finnish exporters until his team have investigated them to ensure that they have the right products and resources to fill a particular gap. __12___. “We take it slowly because we have to.”
Finnish enterprises are often very small and are owner-managed, which puts them at a disadvantage when competing on an international scale. Exporting strategies can be a problem when you’re limited in resources and time. __13__.  And not only with advice. “The team’s consultancy fee may start with a realistic figure,” he says, “but we often reduce it after taking into account the size and resources of the company and the potential it has in the market once established. 

“There are 1,400 Finnish companies already operating in the UK,” says Marcus. “But sometimes you find a company that you feel has an ideal product for the market but is not operating in the UK, so we go and find out why.” __14__. If they are not up to the job, they don’t get any encouragement. 

In all his contact with clients, Marcus likes to deal with people face to face. He feels it is important to visit customers to talk to them. “That way there is a lot more interaction and it gives us a chance to look at their financial and human resources.”
A  These are telecoms, IT, argo-industry and what is termed “welfare”.

B  Marcus and his team do much more than just provide information.

C  On the other hand, Marcus won’t represent companies he considers to be poor performers.

D  This is where Marcus’s agency can help.

E  Neither will he rush a project that he has been commissioned for.

F  Now, although still part of the embassy, they’re run by the Finnish Foreign Trade Association.

G  One company being helped at the moment has only 20 staff, so that particular criticism is hardly justified.

H  This broad experience has left him with an open mind on the way to do business.


重要语法：重视连接词的使用。链接词的出现标志着文章中出现语意的并列，递近或转折。在本项中，连接词的出现有两种情况值得大家利用：一是连接词出现在被选句中。二是连接词出现在空格前后句中。

可能出现的连接词有：

	Words of Contrast
	Words for linking sentences

	however
	but

	although
	In addition

	In contrast
	furthermore

	On the contrary
	moreover

	On the other hand
	What’s more

	
	besides

	
	equally

	
	Likewise


重要词汇和表达：

Owner-managed; scale; 

Exercise Six (2001.11)

	Marketing and Stress

Marketing is one of the most stressful white-collar jobs and marketing executives are not far below teacher, air traffic controllers and doctors on the list of high-stress occupations. In a recent study, 67% of people in marketing and advertising reported that excessively high stress was a regular part of their working lives; 46% said they often felt crushed by chronic stress, while 34% were suffering so much stress they were seriously thinking of leaving their jobs. __H__.

The real cause for concern is the condition of chronic stress. __9__. This is the name for a condition in which the individual has become so mentally and physically exhausted that he or she is no longer able to function effectively. 

In marketing, you find people who are deeply dedicated to their jobs and to being successful. __10__. One reason is the intensely competitive nature of marketing – striving to stay ahead in a market where you are consistently up against competitors who are striving to stay ahead of you. __11__. This loss of performance is compounded by the fact that marketers have to risk vast sums of money on campaigns or product launches which may or may not prove successful.

The amount of stress in a job is related to the amount of control an employee feels he or she has. __12__. But stress is also related to the importance we attach to a successful outcome. If someone genuinely does not care if they succeed or fail, their stress remains low. However, the more passionately we care about success, the greater the stress when anything threatens it. Research has shown that the most stressful organizations to work in are those which combine highly competitive culture, demands for total dedication and a low-to-zero tolerance of failure. __13__. When asked, most marketers said that this description perfectly describe the cultures found in most marketing department. 

The final ingredient in the mixture is the combination of bad managers and over-demanding clients. __14__. Some senior mangers see such pressures as a way of getting things done. But surely it would be far better to reduce or eliminate the sources of stress than to have to deal with the consequences. 

A  Despite this commitment, it is very hard for them to remain in control of events, and this threatens their goals and creates insecurity.

B  Such companies are quick to blame marketers when things go wrong.

C  This results in a huge number of uncertainties and worries about that competition, which in turn leads to inefficient working.

D  It is caused by unending pressure to perform at a high level, which can eventually result in Burn Out Stress Syndrome – BOSS.

E  Almost every marketer has dealt with both of them and is make anxious and exhausted by the experience.

F  Therefore these problems can be seen to increase in proportion to the number of stressful situations.

G  Uncertainty about job prospects makes matters worse and is another challenge to this sense of security.

H  Figures such as these suggest that stress is a serious problem.


重要词汇和表达：

Excessively; crushed; chronic; strive; compound; passionately; ingredient; 

小资料：

What Factors Seem To Essentially Contribute To Burnout Stress?
1. Expectation of greater workload and longer hours
2. Loss of individual autonomy, over scheduling, predictable income, loss of trust and respect of your professional role
3. Pressure to take on more risks as your business system demands compliance and to decrease costs but increase “quality”
4. Inability to balance personal and professional life
5. Decreased company or peer socialization and collegiality
6. Lack of positive and timely feedback from management or the owners of the company
7. Difficulty in saying “No” (at work, home, church, volunteer activities, or in the community)
8. Unrealistic expectations from customers or employees
What Can You Do About Burnout Stress

Try implementing a burnout avoidance program within your company. The components of the program include monitoring employees who look like candidates for early flameouts. You know the ones, burning the candle at both ends and trying to conquer and master all in an unrealistic time frame. Traditionally the workplace has rewarded that type of employee behavior by pats on the backs, promotions or other forms of recognition. The message is subtle but clear: We like that kind of attitude and action. But will it feel so good when the employee flames out? 
 
As a manager or employer, do you encourage or even insist that employees take time off to vacate and recreate? Do you monitor your own actions to determine if you are setting an example that others will follow? 
 
We can also learn a lesson about burnout from Mother Nature. She demonstrates the importance of balance. Even she recognizes that plants, trees and animals can't constantly grow and expand. They need an opportunity to rest and to replenish diminished resources. She provides this balance through the seasons of the year to accommodate the needs of nature. 
 
Burnout is costly, and it is preventable. It takes a personal commitment by the employees, the management and by the company to take proactive steps to prevent or address early signs of burnout. It will take your commitment as a manager and as a person to detect and address those situations that lead up to this stress related syndrome.
Part Three 

Before doing this part, please check for some tips on page 57 in your Student Book.

Exercise One

Bill Cockburn, fresh from reforming the British Post Office, is the new Chief Executive of W.H. Smith, one of the country’s largest stationers. Last week, while issuing a profits warning along with the interim results, he admitted what everyone has always known, that the 200 year old W. H. Smith is unbearably smug. “There is,” said Cockburn, “a culture of complacency and a culture of explaining why we haven’t done what we said we would do.” If he gets this way, all that is about to go. “We should welcome reform as an opportunity, not a threat. I can’t understand people who are content with mediocrity and accept second best when they have the potential to be terrific.”
W.H. Smith chairman Jeremy Hardie led the search to find Corkburn. ‘I had uniformly favorable reports from everyone who had worked with him as someone who gets things done and can also bring out the best in his staff. ’Cockburn may have little experience of retailing in its purest sense but he is an excellent choice to lead Smith out of the cozy world of tradition and bureaucracy.

He rose to power at the Post Office while it was recovering from the 1971 strike and subsequent loss of image. He did much to improve overall performance, cutting out unprofitable services and shaking up an old-fashioned management. He is well aware of the parallels between the two businesses. ‘The old, mature operation of W.H. Smith has a culture and working practices that go back a long time. Managing change in a young business like one of our subsidiaries is easier than managing it in Smith’s 549-store empire with all its tradition and resistance to new ideas. Because they have been there for such a long time, there is an exaggerated sense of prominence’
Corkburn is famously short of sentiment when it comes to management. ‘It is a very polite environment here.’ he says with a mischievous smile, ‘I want it to be more challenging, so people can disagree with each other but are united by driving the business forward. I hope I am breaking down the barriers.’ The shares have already responded to such daring talk by jumping considerably in value since Corkburn took over the running of the company.
What does Cockburn say about himself and his career? Was he ambitious from the start? ‘People would assume I was ambitious because of the speed at which I progressed through the Post Office organization. But I did not have a view I would end up anywhere in particular. I took each job as it came and I had tremendous bosses who encouraged me. I learned from them how to take pressure and to work fast and hard. In the jobs I have aimed to create success because it’s good for stakeholders-customers, employees and now, in the private sector, shareholders.’
His management style is a mixture of enthusiasm and toughness. ‘I believe you get the best out of people by motivating them, supporting them and setting challenging objectives. It seems to me the only way to work is to be open and honest and speak your mind, ’he says. Twenty-eight days into the job, he has done the easy part. He has traveled around the Smith group, identified the problems and presented his first financial results. Now he has just to transform the company culture to one of one of striving for excellence. ‘I’m very optimistic, of course,’ he says. ‘The basics are great.’ He seems like the light man for the job.
15. What is Corkburn¡’s attitude towards W.H. Smith?

  A  He disagrees with people who are frightened of change there.

  B  He warns it will be difficult to explain results to customers.

  C  He threatens to make some people leave.

  D  He accepts that not everyone can be first rate.

16. Jeremy Hardie thinks Cockburn possesses the ability to

   A  get on well with other people.

   B  make profitable business deals.

   C  motivate other people he works with.

   D  choose the right people to work with.

17. What difficulty does Cockburn have to deal with at W.H. Smith?

   A  the image the public has of the company

   B  the comparison people make with his previous job

   C  the competition from modern, new subsidiaries

   D  the old, established customs in existence

18. As a result of his influence, Cockburn says he would like to see

   A  an increase in share prices.

   B  a better educated workforce.

   C  a more demanding atmosphere.

   D  a less structured organization.

19. Corkburn attributes his successful career to

   A  the support his bosses give him.

   B  his own personal ambition.

   C  the help he has received from clients.

   D  his ability to do any job given.

20. What does Corkburn say is the most important factor in successful management?

  A  always thinking positively

  B  not demanding too much from your staff

  C  setting an example to your staff

  D  saying exactly what you think
Useful Words and Expressions:

Interim; smug; complacency; be content with; prominence; sentiment; challenging; end up; tremendous;

Have you ever noticed the following sentences in your reading? If not, read them through and pay attention to the bold parts.

15. “There is,” said Cockburn, “a culture of complacency…
We should welcome reform as an opportunity, not a threat. I can’t understand people who are content with mediocrity and accept second best when they have the potential to be terrific.”
16. I had uniformly favorable reports from everyone who had worked with him as someone who gets things done and can also bring out the best in his staff.
17. Managing change in a young business like one of our subsidiaries is easier than managing it in Smith’s 549-store empire with all its tradition and resistance to new ideas. 
18. It is a very polite environment here.’ he says with a mischievous smile, ‘I want it to be more challenging, so people can disagree with each other…
19. I took each job as it came and I had tremendous bosses who encouraged me. I learned from them how to take pressure and to work fast and hard.
20. It seems to me the only way to work is to be open and honest and speak your mind…
Exercise Two
The expression benchmarking has become one of the fashionable words in current management discussion. The term first appeared in the United States in the 1970s but has now gained world wide recognition. But what exactly does it mean and should your company be practicing it?
One straightforward definition of benchmarking comes from Chris Tether managing director of a New Zealand-based consultancy firm specializing in this area. “Benchmarking involves learning about your own practices, learning about the best practices of others, and then making changes for improvement that will enable you to meet or beat the best in the world.” The essential element is not simply imitating what other companies do but being able to adapt the best of other firms’ practices to your own situation.
Instead of aiming to improve only against previous performance and scores, companies can use benchmarking to inject an element of imagination and common sense into their search for progress. It is a process which forces companies to look closely at those activities which they may have been taking for granted and comparing them with the actives of other world-beating companies. Self-criticism is at the heart of the process although in some cases this may upset managers who are reluctant to question long established practices.
The process of identifying best practice in other companies does not just mean looking closely at your competitors. It might also include studying companies which use similar processes to your own, even though they are producing different goods. The point is to look at the process rather than the product. For example, Italian computer company Arita wanted to improve the quality of its technical manuals and handbooks. Instead of looking at manuals produced by other computer companies, Arita                turned to a publisher of popular handbooks such as cookery books, railway timetables and car repair manuals. As Arita’s Technical Director Claudio Benclii says, “All of these handbooks are communicating complex information in a simple way - exactly what we are aiming to do. And in many cases they succeed far better than any computer company.”
There is some disagreement between benchmarking specialists as to the best methods to follow when starting a benchmarking exercise in your firm. Everyone agrees that the process must have the full approval of senior management but that it is best carried out by a comparatively small team. Some consultants feel this should be as small as three people but most favor a team of between five and eight at least one of whom should have some prior knowledge of the benchmarking process. In practice this often means bringing in an outside consultant – at least at the beginning. Once the team is assembled there can be anything from three to five formal stages in the process different approaches but whatever the exact technique benchmarking can only work if everyone in the company from top to bottom is committed to change.

15. According to the writer, benchmarking must always involve

A. changing your activities on the basis of new information.

B. Copying exactly what your competitors do.

C. Identifying the best company in your market.

D. Collaborating with other companies in the same field.

16. Some managers may resist benchmarking because

A. it takes their activities for granted.

B. It makes them examine the way they work.

C. It makes others question their efficiency.

D. It gives them a lot of extra work.

17. What sort of companies should you compare yours with?

A. those producing similar goods

B. those communicating most effectively

C. those using similar processes

D. those leading the domestic market

18. Anita found that a publishing company could 

A. make more money than a computer firm.

B. Produce technical manuals for them 

C. Show them how to improve their own manuals

D. Help them move into new markets

19. Benchmarking specialists agree that in order to succeed there must be 

A. a team of no more than three people 

B. total support from top managers

C. a fixed timetable for the process

D. an outside consultant it the team

20. What is the writer’s purpose in writing this article?

A. to recommend the process of benchmarking 

B. to criticize firms that do not carry out benchmarking

C. to give tactual information about benchmarking

D. to explain why benchmarking does not suit every firm

Useful Words and Expressions:

Benchmarking; world-beating; assemble; be committed to; 

Have you ever noticed the following sentences in your reading? If not, read them through and pay attention to the bold parts.

16. Self-criticism is at the heart of the process although in some cases this may upset managers who are reluctant to question long established practices.
17. It might also include studying companies which use similar processes to your own, even though they are producing different goods. The point is to look at the process rather than the product.

18. All of these handbooks are communicating complex information in a simple way - exactly what we are aiming to do. And in many cases they succeed far better than any computer company.”
19. Everyone agrees that the process must have the full approval of senior management but that it is best carried out by a comparatively small team.
Benchmarking can only work if everyone in the company from top to bottom is committed to change.

Additional Reading Material:

Who's best? How good are they? How do we get that good? What is Benchmarking?

Benchmarking is the process of determining who is the very best, who sets the standard, and what that standard is. In baseball, you could argue that seven consecutive World Series Championships made the New York Yankees the benchmark. If we were to benchmark "world conquest", what objective measure would we use to compare Julius Caesar to Adolph Hitler; Gengis Khan to Napoleon? Which of them was the epitome, and why? 
We do the same thing in business. Who is the best sales organization? The most responsive customer service department? The leanest manufacturing operation? And how do we quantify that standard?
Excise Three (2000.5)

Although it is nothing new for companies to build relationships with customers, it has generally been done on a one-to-one basis. In recent years, however, technological developments have made it possible to build up individual relationships with clients on a much larger scale, and this more sophisticated kind of operation is known as relationship marketing. Relationship marketing aims to increase sales through deliberate efforts to retain customers and promote two-way communication with them – and new technology has make communication possible with a for larger customer base than before. The information gathered forms the basis of highly technical analyses of customer purchasing and profitability, which can be used to increase sales.

The building of good personal relationships with customers is usually integral to the management of small businesses, and owners of small corner shops clearly illustrate the essence of relationship marketing, although the technology available to them is far less advanced than that available to, say, a supermarket chain. Small shopkeepers have direct knowledge of regular customers and become familiar with their needs, likes and dislikes. The shopkeepers can then provide services tailored to individual needs. Over time, a bond of loyalty is likely to develop between shopkeepers and regular customers.

The benefits of relationship marketing enjoyed by small businesses are now available to big businesses, thanks to a number of developments. First and foremost is the increasing recognition of the importance of profitability of retaining existing customers. Secondly, technologies have been developed which enable the collection, manipulation and analysis of huge banks of customer information. Large retailers can use store cards to obtain detailed background information about customer’s ages, salaries and lifestyles, and point-of-sale technology can be sued to track purchases made by every customer. Electronic storage enables all of this information to be retained, manipulated and integrated, while detailed analyses can be carried out on ever more powerful computers. Companies are thus able to target individuals amongst their thousands of customers with unique promotions or information matched to their back grounds and to their purchasing tendencies. Thirdly, companies feel a need to use relationship marketing because of increased competition: amassing knowledge about customers and building up customer relationships through interactive contact can enable organizations to differentiate their products or services more easily form those of competitors.

However, relationship marketing is not always the right route for organizations to take, and is not appropriate for all customers. Some bank customers, for example, cost more to serve than the bank actually makes form their custom, while a supermarket customer who spends very little and does not shop regularly does not justify the expenditure of several pounds per annum on relationship marketing. In addition, customers may not always be interested in a relationship, even where there are demonstrable benefits to be had.

Overall, successful relationship marketing depends upon selecting and targeting the customers you wish to retain, and identifying sales areas where the investment and effort will be worthwhile. Many organizations have found the approach to be very rewarding in terms of customer retention and related profitability, but relationship marketing is still a developing field and is neither cheap nor easy to operate. It involves an integrative approach which draws marketing, quality and customer service together; it also depends upon developing the capacity of every employee – particularly front-line staff – to market the goods or services of the organization in a customer-focused way; and finally, it can require heavy investment in appropriate information technology. 

15. In the first paragraph, the writer describes relationship marketing as

a. an idea that has passed in and out of fashion over the last few years.

b. a term used for an activity that used to exist in a more basic form.

c. a way for a company to advertise to its customers.

d. a way for a company to analyze its profitability.

16. Why are small shopkeepers used to illustrate relationship marketing?

a. Their success depends on their relationships with their customers.

b. They keep information about their customers on computer.

c. They were the first to use the term relationship marketing.

c. Their relationship with customers has started to change recently.

17. One reason why large companies didn’t use relationship marketing in the past is that
a. they underestimated the true value of customer loyalty.

b. heir customers didn’t want them to collect information.

c. they didn’t need to find out about individual customers.

d. they didn’t think they could justify the expenses.

18. One advantage of relationship marketing for large retailer is that 

a. they can become more widely known.

b. they can respond to suggestions form customers.

c. they can increase their customer base.

d. they can identify the shopping habits of customers.

19. According to the writer, what kind of customers are unsuitable for relationship marketing?
a. people who only make cash purchases.

b. people who don’t shop very often.

c. people who have had bad experiences with shops.

d. people who want to shop as quickly as possible.

20. The writer concludes that relationship marketing is most likely to work if 

a. the customer co-operate.

b. it is applied in small sales areas.

c. the right customers are chosen.

d. front-line staff learn to use computers.

Useful Words and Expressions:

Deliberate; profitability; foremost; manipulation; amass; differentiate; justify; demonstrable; integrative; 

Have you ever noticed the following sentences in your reading? If not, read them through and pay attention to the bold parts.

15. The information gathered forms the basis of highly technical analyses of customer purchasing and profitability, which can be used to increase sales.

16. Small shopkeepers have direct knowledge of regular customers and become familiar with their needs, likes and dislikes. The shopkeepers can then provide services tailored to individual needs. Over time, a bond of loyalty is likely to develop between shopkeepers and regular customers.

17. First and foremost is the increasing recognition of the importance of profitability of retaining existing customers.

18. Large retailers can use store cards to obtain detailed background information about customer’s ages, salaries and lifestyles, and point-of-sale technology can be sued to track purchases made by every customer.

19. a supermarket customer who spends very little and does not shop regularly does not justify the expenditure of several pounds per annum on relationship marketing.

20. successful relationship marketing depends upon selecting and targeting the customers you wish to retain

Excise Four (2002.11)

In today’s demanding business environment, it is an unfortunate fact that a large number of senior managers and directors become so absorbed in the day-to-day running of their companies that they often failed to see savings they could make-or the hidden profits they could exploit. This is particularly true in smaller companies. They may be simply too busy to see what is really happening. In fact, these directors would often do better to work less and think more about the actual procedures they are using in the running of the company. 

Detail is often the key to improving the overall picture. The secret of identifying hidden profits is to work on the business and not in it. Often the involvement of an independent individual who can point the director in the right direction is invaluable in showing that even minor improvements can have a dramatic effect on profit margins.

To take one example, the manager of a car parts factory could not understand why, although his staff were always busy dealing with telephone enquiries, the actual number of sales remained frustratingly low. A standard system for dealing with the enquiries was what was needed and, once introduced, it paid dividends-without the need to invest in expensive new technology.

Another example concerns the owner of a small specialist export company. He exploited his existing computer system by creating a database containing the details of all his customers. He used this to send them all a newsletter, keeping them up to date and telling them about new products as they came out. He found this increased the number of enquiries he was receiving because his customers were passing the newsletter around their contacts. Of course, newsletters are not the only way of using a database to increase sales.

The business world is full of examples like these that can be used to prove more or less anything that you want. What is vital is to look closely at your own organization and see what improvements you could make to it. In addition to such initiatives as those mentioned above, it is also worth examining current expenditure. Overheads need to be kept under control – and actually reduced where possible every cost – such as postage, stationery, telephone calls, heating – should be questioned individually. Check their value to the company. Calculate the annual cost of each and then see if it would be possible to get it at a better price somewhere else: it usually is. No businessperson enjoys spending money unnecessarily.
There is no doubt that a mistake common among growing businesses is allowing costs to increase to quickly. Managers are too busy concentrating on recruiting more staff or improving customer service. Rather, they should be ensuring that the rate of growth continues by guaranteeing that no cost is allowed to rise unless it is clearly related to profit by the generation of further sales. That is the real core of business activity and it should never be forgotten that everything else is only there to make that happen.

15. In the first paragraph, the writer says that many managers 

a. are unwilling to make savings.

b. do work that they are unsuited to.

c. are too eager for their business to grow.

d. spend too little time examining company systems.

16. One way to increase a company’s profits is to

a. look at individual performance.

b. have a strong inside knowledge.

c. understand the value of small changes.

d. have a strong sense of direction.

17. The manager of a car parts factory increased his profits by

a. changing his staffs telephone procedure.

b. improving his staff’s telephone manner.

c. updating his telephone equipment.

d. providing more telephone lines.

18. The exporter’s computer database proved useful because he was able to 

a. improve his company newsletter.

b. research new products.

c. respond to enquiries quickly.

d. attract new customers.

19. What is the best way to reduce overheads?

a. remove unnecessary services.

b. find cheaper suppliers.

c. reduce telephone calls.

d. cut down on stationery.

20. According to the writer, the only factor that should cause running costs to increase is 

a. the previous rate of growth.

b. the number of sales resulting.

c. improvements to the standard of service.

d. the need to increase the number of employees.

Useful words and expressions:

Demanding; absorbed; margins; frustratingly; dividend; newsletter; expenditure; overheads; core; 

Have you ever noticed the following sentences in your reading? If not, read them through and pay attention to the bold parts.

15. They may be simply too busy to see what is really happening. In fact, these directors would often do better to work less and think more about the actual procedures they are using in the running of the company.
16. Often the involvement of an independent individual who can point the director in the right direction is invaluable in showing that even minor improvements can have a dramatic effect on profit margins.
17. A standard system for dealing with the enquiries was what was needed and, once introduced…

18. He found this increased the number of enquiries he was receiving because his customers were passing the newsletter around their contacts.
19. Calculate the annual cost of each and then see if it would be possible to get it at a better price somewhere else: it usually is.
20. they should be ensuring that the rate of growth continues by guaranteeing that no cost is allowed to rise unless it is clearly related to profit by the generation of further sales.

Exercise Five (2001.5)

When you set up your own business, unless you work from home you will need somewhere to operate from, some premises for your offices or factory. For a new business, the only realistic options are buying or leasing (renting) existing property.

The main advantage of buying property is that you can use it how you like, provided you stay within the law. If you buy a property in good condition, and at the right price, it could eventually prove an excellent defense against inflation if you choose to sell it later. However, this cannot be counted upon, as property values may fall, and in general, the risk capital that you have is likely to give a much greater return if it is employed in the business rather than invested in the property. 

Another downside of buying is the difficulty of raising the purchase money. Commercial lenders such as High Street banks tend to be very cautious with potential borrowers, particularly with new businesses, and will usually only give advances of up to around 70% of the purchase price. This shortfall means that a considerable amount of money will be required from other sources if a purchase is to go ahead. You will also have to be sure that your business can generate enough profit to pay the interest on the loan.

If you decide to rent, on the other hand, one advantage is that there is little capital outlay in acquiring occupation of the building. In many cases, it is just a question of fitting it out with equipment, furniture, etc – which you would have to do anyway with a purchased building.

If you rent a building, you and your landlord will sign a lease committing you to renting the premises for a specific period, usually between three and twenty years. When your lease expires, you have the right to stay, provided you and your landlord agree on the terms of a new lease. There are two exceptions to this rule, however. If you have been a bad tenant, there are means by which the landlord can get you out. More importantly, if the landlord wants to occupy his own premises for his own purposes, or wants to redevelop, then he normally has the right to do so, and you will have to leave. He will generally have to pay you compensation, the amount of which will be related to the value of the property and the length of time that you have been renting.

A lease also includes terms covering certain rights and obligations. It commits you to looking after the property and not making any alterations or changing its use without the landlord’s approval. It will normally also allow for regular rent reviews. There may be a clause in the lease permitting you to sell your outstanding lease to another party.

Do not consider renting a space larger that your business needs, with the intention of sub-letting the extra space to someone else, even if the rent you intend them to pay you may seem attractive. There are strong restrictions on sub-letting (you will need to check your lease to see if it is allowed), and there is the added risk that you may not be able to find a sub-tenant. If you do not, you will still have to pay rent, rates, insurance and maintenance on the extra space until you are successful in doing so.

15. What warning is given in the second paragraph?

a. inflation will reduce the value of property.

b. a lot of properties are over-valued by people selling them.

c. you will probably need to sell property at some point.

d. you may lose money on property you buy.

16. What problem is mentioned concerning borrowing money to buy a property?

a. banks will not lend you money to new businesses.

b. you will need to find 70% of the price at first and the rest later.

c. you will probably need to borrow from more that one lender.

d. the interest you have to pay will be more than your profits.

17. The writer says that when a lease comes to an end, you will probably be able to stay

a. if you have been there for longer than twenty years.

b. if you and the landlord negotiate a new lease.

c. if the landlord improves the building.

d. if you pay the landlord compensation.

18. According to the writer, your rights and obligations under the terms of a lease mean that

a. you are not responsible for the condition of the building.

b. you may be able to move out early and sell the rest of your lease.

c. the rent is normally fixed for the whole period of the lease.

d. you can make changes to the building without the landlord’s agreement.

19. The writer says that it is not advisable to rent premises larger than you need, because

a. until you have sub-let you will have to pay all the bills.

b. it may be difficult to find a sub-tenant who is reliable.

c. even if you have a sub-tenant you will have to pay all the bills.

d. the rents paid by sub-tenants are often very low.

20. What is the main purpose of this article?

a. to tell the reader how to become a landlord.

b. to tell the reader how to make money out of property.

c. to help the reader to decide whether it is better to buy or lease.

d. to recommend new businesses to buy property.

Useful Words and Expressions:

Premises; inflation; be counted up on; risk capital; downside; shortfall; outlay; expire; obligation; clause; outstanding lease;  

Have you ever noticed the following sentences in your reading? If not, read them through and pay attention to the bold parts.

15. However, this cannot be counted upon, as property values may fall, and in general, the risk capital that you have is likely to give a much greater return if it is employed in the business rather than invested in the property. 

16. This shortfall means that a considerable amount of money will be required from other sources if a purchase is to go ahead.

17. When your lease expires, you have the right to stay, provided you and your landlord agree on the terms of a new lease.

18.There may be a clause in the lease permitting you to sell your outstanding lease to another party.

19. If you do not, you will still have to pay rent, rates, insurance and maintenance on the extra space until you are successful in doing so. 

Excise Six (2001.11)

The Accountant at Your Service

Ruth Anderson is a tax expert for a firm of accountants, specializing in advising property developers and investors involved in property transactions. She’s now a partner, but first joined them as a graduate trainee, having taken a degree in French and Spanish at university. “I couldn’t decide what to do. I was seriously tempted to become an interpreter but did have this worry that when a machine could interpret I’d be out of a job. Then I thought, what do not know about? I knew nothing about business, and accountancy was a means to finding out and being paid at the same time. I didn’t intend to stay, but to my surprise, I enjoyed myself a lot.” So, interestingly, Ruth is not a typical accountant number cruncher. “I’m numerate but I’ve only got a maths qualification I took at school.”

She continues: “The main thing for me in accounting has always been the client contact. Accountancy has this dull image but it’s not working with numbers all the time, it’s a people-driven business. This is important when it comes to choosing potentially good accountants. I interview some very nervous applicants but I try hard to listen. I want them to calm down, so we can learn more about them. Someone who doesn’t like people won’t make a good account - they need to be good communicators.”

On management generally, she says: “I know how I ought to behave but sometimes I don’t make the time to “walk the talk”. I’ve been ticked off for not praising my staff enough. I say, “but you must have realized that I thought that was well done”, but they say, “No, we want you to say it.” The time pressures have got tougher, like the speed of requests for information. One can just forget to say thank you. I do think it’s important to show you really appreciate someone’s work when they’ve busted a gut. I sometimes produce chocolates on a Friday for my team.”

So how does she view the business world? “It’s changing in many ways. Things are moving fast, the world is more litigious. The temptation is to play it safe and get nobody into trouble. But we all need to be bolder than that. We need to encourage our people to innovate. Don’t blame the person who was innovative if things don’t work out. At least he tried.”

Does she worry about the prospect of redundancy in an increasingly volatile job market? She says: “job-hunting in middle age is obviously worrying, especially if you have a family. But at least at forty to fifty you have a lot of experience to bring to marketing, management or finance. If it happened to me, I’d sit down and say, “What skills have I got? Where can they be used, and what do I enjoy?”

Last year, Ruth spent four weeks on an advanced management program. There were people from every conceivable background and many were in very senior positions. She says, “It was very interesting. I learnt from their problems, how they manage, how they motivate, how they keep their staff trained.” She has done her own bit of serious management. Fifteen years ago she was asked to set up a new branch for her firm, and during the next eight years, with a lot of marketing, recruitment and staff counseling on her part as a senior manager, numbers grew to about 150. Eventually, she returned to the London office and one gets the impression that the stint organizing others was not absolute heaven. She admits: “I was definitely glad to get back to client service again.”

15. Ruth Anderson says she became an accountant because 

a. she wasn’t good enough to be an interpreter.

b. she’d always been interested in maths.

c. there were no other suitable jobs available at the time.

d. it was a way of learning about business.

16. What does Ruth say about accountancy in the second paragraph?

a. client’s expectations of it are unrealistic.

b. there is a shortage of people taking it up.

c. people have the wrong impression of it.

d. many applicants for it are under-qualified.

17. In the third paragraph, Ruth says that when she’s at work she

a. is sometimes too critical of the people she works with.

b. doesn't’ always acknowledge the efforts her staff have made.

c. is unwilling to ask for advice and suggestions from her team.

d. isn’t’ always able to meet the deadlines imposed upon her.

18. How does Ruth feel about the current business world?

a. she thinks people are unwilling to take responsibility for their decisions.

b. she get annoyed by the constant changes taking place.

c. she’s pleased that it suits people like her.

d. she believes people should be prepared to take more risks.

19. On the subject of redundancy, Ruth says she 

a. would adopt a practical approach towards it.

b. prefers not to have to think about it.

c. is confident it wouldn’t happen to her.

d. knows that finding another job would be easy.

20. What do we learn about Ruth in the last paragraph?

a. she was intimidated by the people on the course she attended.

b. she disagreed with some of the methods she learnt on the course.

c. she prefers dealing with customers to managing. 

d. she was disappointed with the results of her own role as a senior manager.

Useful Words and Expressions:

Property transaction; partner; be tempted to; cruncher; numerate; bust a gut; volatile; conceivable; staff counseling; 
Have you ever noticed the following sentences in your reading? If not, read them through and pay attention to the bold parts.

15. I knew nothing about business, and accountancy was a means to finding out and being paid at the same time.

16. Accountancy has this dull image but it’s not working with numbers all the time, it’s a people-driven business.

17. I’ve been ticked off for not praising my staff enough.

18. But we all need to be bolder than that. We need to encourage our people to innovate. Don’t blame the person who was innovative if things don’t work out. 

19. If it happened to me, I’d sit down and say, “What skills have I got? Where can they be used, and what do I enjoy?”
20. …the stint organizing others was not absolute heaven. She admits: “I was definitely glad to get back to client service again. 

Part Four

Exercise One (1999.5)

	Theatre’s Financial “Angels”
In London and New York theatre shows can make seriously big money. That is why__ (0) __ in the theatre is becoming increasingly popular.

Putting money into the theatre is not __ (21) __ for those who prefer a safe return on their capital, but it does offer the occasional chance of huge profits. Moreover, it gives the investor a personal __ (22) __ in the glamorous world of show business.

Producers of new plays and musicals often __ (23)__ a large proportion of the initial capital from small investors, or “angels” as they’re known in the theatre business. Each investor will typically buy one or more investment units. A unit normally __ (24) __ a thousand dollars or more. When the show starts making a profit, the “angels” get their original money back. They then __(25)__ to get dividend payments, at an agreed percentage, for as long as the production keeps going.

However, the risks are high. Normally, shows run for at least a year before they see any profit. Even then, the__ (26) __of money generated for the investors can be very small. Most theatrical productions do not even get that far, closing__ (27) __within the first six months.

So, who would be an “angel”?  Typically, someone who has a keen interest in the potential__ (29) __from a big success: investors in one current production are__ (30) __profits of over 350 per cent. 

20  A investing        
B profiting        

C risking          

D financing      

21  A selected         
B recommended      
C approved         
D proposed

22  A interest         
B bid              

C concern          

D hope

23  A arouse           
B rise             

C arise            

D raise

24  A pays             
B charges          

C costs           

D gains

25  A keep             
B persist          

C continue         

D maintain

26  A amount           
B total            

C number           

D figure

27  A in               
B down             

C up               

D off

28  A approach         
B attitude         

C perspective       
D view

29  A fees             
B returns          

C advances         

D wages

30  A delighting         
B rewarding         
C enjoying           
D succeeding


Exercise Two (1999.11)

	Growth in Temporary Workers

The rise of the temporary worker has become one the most prominent __0__ of the business landscape In a recent report by an international research organization, 35 per cent of companies __21__temporary workers to account for at least 10 per cent of their total workforce by the end of the decade. Five years ago that level of temporary casual and contract employment __22__in only 12 per cent of companies. The __23__majority of the companies surveyed said that labor-force flexibility was the main reason for using temporary workers. Another reason was to __24__specific expertise without having to recruit permanent staff. Most companies said they liked the casual nature of the work relationship, the apparently cheaper costs__25__paperwork and fewer legal problems that came with using temporary workers.

But there are __26__The most frequently mentioned difficulty was that temporary workers __27__the skills and training to do the job. Also mentioned was __28__about the quality of the work and level of commitment of temporary workers will save money. The study also casts doubt on the __29__ that employing temporary workers will save money. It argues that this is only true if temporary workers receive less in __30__ income than permanent employees.

20  A features         
B points           

C items            

D marks      

21  A expected         
B though           

C presumed         
D calculated

22  A ran              
B existed          

C stood            

D stayed

23  A big              
B wide             

C vast             

D enormous

24  A own              
B receive          

C earn              

D acquire

25  A lessened         
B declined         

C reduced          

D lowered

26  A troubles         
B defects          

C drawbacks        
D hardships

27  A lacked           
B missed           

C failed           

D lost

28  A care             
B concern          

C consideration    
D bother

29  A guess            
B faith            

C acceptance       
D assumption

30  A total            
B absolute         

C sum              

D complete




Exercise Three (2000.5)

	A CHALLENGE TO TRADITIONAL BANKLNG



Traditional methods of banking are under __0__ from a new type of account which is actually meant to be almost perpetually in debit. This account, to be __21__ in a few months' time, is intended to __22__ a range of personal banking services, such as current accounts, mortgages, personal loans and credit cards. Customers, who must __23__ that they are at least five years from retirement, will be required to __24__ a mortgage of at least ￡50,000 on their homes and have their salaries paid directly into the account. They will then have an agreed credit __25__ of up to three times their annual salary, to use as they wish-as well as the usual __26__ such as debit, credit and cash cards and a check book. Accounts in debit will be charged interest at a rate of 8.2 per cent. this __27__ favorably with the standard mortgage rate of 8.45 per cent, personal loan rates of around 13 per cent and credit card __28__of about 22 per cent. When the debt is cleared-as it must be by the time the customer retires-and the account goes into credit, it will attract interest at about 5 per cent. Some experts say that it will revolutionize personal banking in the UK. But the __29__ has been dismissed as a gimmick by rival banks and criticized by consumer groups, which are voicing fears that many customers on average incomes could be __30__into serious debt.

21   A embarked     
B launched   

C issued         

D released

22   A associate    
B enclose    

C mix            

D combine

23   A persuade     
B prove      

C witness        

D convince

24   A take to      

B take off   

C take out       

D take in

25   A limit        

B barrier    

C control        

D extent

26   A means        
B amenities  

C facilities     

D opportunities

27   A connects     
B compares   

C relates        

D differs

28   A expenses     
B receipts   

C bills          

D charges

29   A program      
B scheme     

C device         

D design

30   A descended    
B fallen     

C placed         

D plunged




Exercise Four
	TESTING THE MARKET

Ideally, before committing itself to a new product, a firm would be able to test its marketability in a laboratory in the __0__ way that technical aspects of, say, a new car can be tested. But marketing does not __21__ itself to this approach You can find out how a new car or machine will behave by testing it. But the only way to be sure what the __22__of a national advertising or price – cutting campaign will be is actually to carry it __23__That is not really a laboratory experiment but the real thing.

A practical alternative is to run a test in a __24__ area and then attempt to conclude from this what the national reactions would be. This procedure. For example, has been used for such products as confectionery and to test advertising slogans. There are a number of problems when it __25__to interpreting the results. For instance, no single area is typical in all respects of the country as a whole. Tests can usually only be __26__for relatively short periods and the result projected into the future. There is, of course, no __27__that these projections will be accurate. Allowance has to be made for the ‘novelty effect’ of a new product, or for __28__consumer resistance.

This form of test marketing may be the only method available to the smaller firm. __29__the resources or expertise to make use of other techniques, small firms may have no __30__but to introduce a new product or service and see what result brings.

20   A  similar     
B  like      

C  identical   

D  same

21   A  give       

B  set       

C  lend      

D   let

22   A  response   
B  reaction   

C  end       

D   effect

23   A  on        

B  out       

C  over      

D   off

24   A  selected    
B  proposed  

C  picked    

D   designed

25   A  moves     

B  comes    

C  gets      

D    goes

26   A  conducted  
B  applied    

C  pursued   

D   piloted

27   A  insurance   
B  warranty  

C  security   

D   guarantee

28   A  primary    
B  first       

C  initial     

D   beginning

29   A  Lacking    
B  Needing   

C   Wanting  

D   Missing

30   A  course     

B  alternative  

C  means    

D  substitute 




Exercise Five
	Techniques of Market Analysis

There are a number of techniques of market analysis which __0__ in sophistication. Some may be suited only to larger firms. One important point, however __21__ to them all, is that none is a substitute for careful thinking about a firm’s situation. Indeed, the choice of technique depends on a clear understanding of this __22__ of the issue. Furthermore, analyzing your situation and making a choice of technique must be done on the basis of some theory. It is not a case of all techniques being more or less suitable for all situations. Nor can you interpret the results of a technique without taking into __23__ how markets differ for different kinds of product.

For example, one technique that may be used is to conduct a pilot run of a product as a market test before committing the firm to full __24__. How we interpret the results of such a test, however, depends on how we think markets __25__. For example, there may be considerable customer __26__ to a product in its early days. If we believe this to be the case with the product in question, then fairly modest sales in the first __27 __ of the launch many be taken as an indication that better sales __28__ will follow if the product is given a longer __29__. On the other hand, other products, such as children’s comics, have a high novelty __30__ and unless sales are promising almost immediately, there is little prospect of a successful future.

0. a. diverge

b. range


c. alter


d. vary

21. a. usual

b. common

c. typical

d. habitual

22. a. position

b. angle


c. aspect

d. section

23. a. account

b. mind


c. reason

d. record

24. a. manufacture
b. output

c. supply

d. production

25. a. are

b. behave

c. act


d. go

26. a. resistance

b. disapproval

c. refusal

d. disinterest

27. a. parts

b. points

c. steps


d. stages

28. a. peaks

b. degrees

c. levels


d. heights

29. a. trial

b. course

c. attempt

d. proof

30. a. rank

b. value


c. status


d. merit




Exercise Six
	Is Your Company Really Market-driven?

We now know that being customer-oriented is only part of what it means to be market-driven. About fifty years ago, Peter Drucker, the management philosopher, appeared to __0__ what it means to be market-driven when he described the so-called “marketing concept”. He __21__ marketing with customer orientation. He said that to be market-driven meant always __22__ the customer first and continuously improving the value of the service to the customer. Profit was the reward for creating a satisfied customer. Drucker used General Electric as an example of the new marketing __23__. The US company has __24__ its new product development process so that it begins with research into customers’ needs and wants, rather than by __25__ market-testing ideas which have been developed in laboratories.

Unfortunately, Drucker’s marketing concept __26__ strategic guidance. He described an organizational culture – a set of values and beliefs about the importance of the customer – which makes a company customer-oriented. However, he did not offer any __27__ on how to become market-driven: that is, knowing which customers to serve or how to go about serving them.

In recent years, marketing scholars have __28__ the definition of being market-driven to include not just customer orientation but also __29__ of competitors’ product offerings and the discipline of profit orientation in the analysis of product/market opportunities. This broader concept of market orientation __30__ that of customer orientation.

0. a. summarize

b. conclude

c. point


d. draw

21. a. referred

b. concerned

c. equated

d. balanced

22. a. having

b. putting

c. doing


d. taking

23. a. instance

b. means

c. occurrence

d. approach

24. a. differed

b. fitted


c. modified

d. transferred

25. a. simply

b. easily


c. clearly

d. barely

26. a. lacked

b. missed

c. deducted

d. subtracted

27. a. aspects

b. issues


c. ways


d. guideline

28. a. grown

b. expanded

c. spread

d. prolonged

29. a. compensation
b. account

c. consideration

d. attention

30. a. returns

b. substitutes

c. replaces

d. supplies


Part Five

Items tested may include:

	Prepositions
	of; for; to; from; on; up; out; unlike; with;

	Auxiliary verbs
	be; is; had; been; has; have; do; did; can; would; 

	Pronouns
	each; there; who; that; some；their; such; what; many; both; one; what; few;

	Conjunctions
	than; as; however; but; although; while;

	Articles
	a；an；the；

	Comparative adverbs
	More; less;

	Negatives
	Neither; never; no; none; nor; not; nothing; 

	Infinitive
	to



Exercise One

	David Lloyd Leisure PLC
If you had considered where to invest your money ten years ago, the leisure industry might not __0__ immediately sprung to mind. It seems that David Lloyd, the former Davis Cup tennis player, knew better. His company was floated in March 1993 and shares could have been sold seven times __31__. The launch of the first club took place in Heston in 1982, __32__when a further six have opened, the __33__recent in Glasgow. With the profit from the flotation, a strong cash flow and existing banking facilities, the company is in a position __34__open two new centers a year.

The company expects to spend around￡5 million developing each new club. New locations are currently __35__ sought in Birmingham Bristol and Manchester. In addition, planning application has been submitted for a site in Beckenham, South London and despite this very rapid progress, David Lloyd is keen to expand even __36__ quickly, saying “the market is totally underdeveloped.”

Initial joining fees account __37__ over 50% of turnover and at the time of flotation the club has some 33,000 family, individual and corporate members.

As might __38__expected, all the clubs have indoor tennis facilities, but these take up a large area in relation __39__the number of customers, club would not be profitable through tennis alone. As a result, they are moving away from racquet sports and putting greater emphasis on other areas, __40__ as fitness clubs with gyms and swimming pools.




Exercise Two

	The sky’s the limit
The world’s top airlines have been battling for several years to equip the business class __0__ their aircraft with everything they believe the business customer could desire. Over 2m a plane has been spent on services __31__ as faxes, on-board shopping and even video games. The problem __32__ that business customers do not seem particularly interested in hi-tech entertainment and certainly not in working __33__ they are traveling: flying is, for most business travelers, a chance to relax.

This has been indicated by a number of surveys which have given business travelers a chance to say __34__ they want from air travel __35__ highest priority is given to old-fashioned airline values such as comfort, fast check-in and good food. Not surprisingly the most important single priority on long-haul flights is comfortable seats. The survey also revealed that travelers particularly disliked the lack of personal space given by many airlines and not __36__ treated as an individual It would appear that the main desire of most business travelers is peace and quiet and __37__ more entertainment and business facilities.

For business travelers the results of these surveys probably come as no surprise. But it does make one wonder __38__ airlines have carried out enough research before spending vast amounts of money on new  __39__ generally unwanted systems. Every business traveler knows that if you are a frequent flyer with a heavy schedule, rest and comfort are what you desire above __40__ else. All airlines would do well to bear this in mind.




Exercise Three

	LOOKING AFTER YOUR STAFF

Organizations have only two real assets - money to be manipulated __0__ people to be motivated. Sadly, __31__ too many occasions, these two things get confused. What sometimes happens is that it is employees __32__ are manipulated and money is the only motivation. Statements such __33__ “employees are our greatest asset” are often made by senior managers and directors. However, they rarely really mean what they say. Yet its employees truly are the greatest asset of any organization. This is __34__ without their effort and work, nothing whatsoever can __35__ achieved. This simple fact is not as widely understood as it should be. Good quality, trained and committed employees can improve __36__ performance of the organization as much as poorly motivated employees can damage it. this idea is even less understood. The solution is fact very simple. The need __37__ to generate commitment to the organization so that employees understand how it operates. They need to understand __38__ their employer is trying to do. They also need to know how their efforts and jobs contribute __39__ the business. It is important that senior managers explain decisions clearly to workforce. This takes communication and leadership. The best approach is __40__ managers to see the workforce as internal customers. Staff service should be as important as customer service.




Exercise Four

	MULITMEDLA OPPORTUNITY

Great Northern Multimedia is the brainchild of Mark Stewart, Managing Director, who after 30 years in the post office now sees __0__ lucrative business opportunity in the rapidly expanding market of CD – ROMs.

“Use of computers is increasing __31__ the staggering rate of 30%a year. __32__ is a huge demand for knowledge and computerized help in schools and colleges, the home, and of course the workplace. We believe the use of CD – ROMs will spread into __33__ part of the world in the next few years. Our aim __34__ to be at the forefront of that growth,” said Stewart.

“Programs using both sight and sound are fast – moving products,” says technology business specialist, Mike Thomas.” We will stay ahead __35__ our competitors in terms of exclusive titles and quality at low prices. We want our products to be placed in retail outlets across the country to make it easy __36__ the public to buy them wherever they shop. This is a profitable business, suitable for anyone __37__ wants to run a fast – growing modern enterprise with a guaranteed future.”

With many new businesses, one of __38__ most difficult tasks facing a new manager can __39__ finding the clients to buy the product or service. Great Northern Multimedia are leaving nothing to chance. Sites are selected by Head Office and they work closely with the operators to help them set __40__ in a particular area. This means income will begin flowing from day one.




Exercise Five

	We are all guilty __0__ trying to change people: from a mother trying to __31__ her children eat something they don’t like, to a husband wanting his wife to wear something she doesn’t think suits her. The world of management is no different. We recruit individuals we believe have talent and potential and we try to make them something they aren’t. This __32__ called development. Senior managers and trainers attempt to transform their juniors __33__ the high fliers of the future. A good idea, but not uniformly successful.

The most successful managers seem to be those __34__ treat subordinates as inferiors. If excellent management performance is the target, __35__ seems we must treat our junior mangers as excellent performers. The responsibility for this falls on the shoulders of senior management, who must develop and, __36__ all, believe in their people.

Two of the most effective activities of management development are learning through experience (also known as experiential learning) and performance management. Understanding rather __37__ knowledge is the focus of experiential learning. There is a saying: “I hear, I forget; I see, I remember; I do, I understand.” We all benefit from being involved __38__ the learning process. Curiosity appears to be a powerful motivating force. Unfortunately the education system is often responsible for knocking this curiosity out of many of us.

Performance management is basically a way __39__ obtaining better results through closely monitoring trainees’ performance. This is done by working within, and trying to meet, an agreed range of targets and planned goals. Effective performance management and experiential learning are only possible through good coaching. As Einstein once said: “I never teach my pupils, I only attempt to provide conditions in __40__ they can learn.”


Exercise Six

	Independent Traveling

Information technology is revolutionizing the travel industry. Airlines __0__ trying to cut their sales and distribution costs. They are doing this by bypassing travel agencies and selling direct __31__ companies or the individual business traveler and keeping the seller’s commission. Anyone with a personal computer or laptop __32__ access airline computer reservation systems to plan or book trips. The result __33__ that dozens of airlines, hotel groups, car rental firms and rail operators are laying out their wares in cyberspace with websites on the internet. __34__ we are starting to see is agentless reservations systems and “ticketless travel”. This means that what you get is a computer code number, but nothing __35__ paper.

Curiously, the travel agencies - __36__ least the forward looking ones – are among those leading the revolution. They used to act __37__ agents for the airlines. However, with those services __38__ longer in such demand, they are now acting for the traveler instead. A good agency offers what it calls a “yield management system” for its clients in the form __39__ “robotics” programs. These search the airline computer reservation systems for the lowest available fare, __40__ into account the travel policy of the company, arrangements with certain airlines and travelers’ needs.


Part Six

Items that might be redundant in the proof-reading: 

	Relative pronouns
	Which; that

	Articles 
	When used in phrases

	Pronouns 
	The referring nouns has also appeared in the previous text.

	Prepositions 
	When followed by a transitive verb

	Conjunctions 
	Details will be given in class.

	Verbs 
	


Exercise One (1999.5)
TRANSATLANTIC VIDEO LINK

0   Information technology and modern telecommunications really do bridge of the 

00  distance between centers of commerce and the British countryside, according 

41  to inventors Phil and Pam Richardson. They faced with a 5,000 mile round trip

42  from their home in Wales to America for to seal a contract with the US Surgical 

43  Corporation, being one of the country’s top medical appliance companies.

44  The logistics of the trip were very much difficult. They needed to talk to several 

45  top executives with an impossibly busy schedules, who were based in three

46  different cities. Then they heard about a new state-of-the-art Telematic Center,

47  just 10 miles from their home. So instead of crossing to the Atlantic Ocean, they

48  traveled just 20 miles and spent a modest sum on an hour-long transatlantic

49  video conference. It saved days of traveling and enormous expense. The end

50 result was also more better as they were able to get all of the executives

      together in their lunch hours to sort out the problem.

Exercise Two (1999.11)

Vestment Analysts wanted

A Fund Management and subsidiary of a prestigious Investment Bank

00. seeks bright young Investment Analysts to augment its rapidly expanding research 

41. department, Our client is a top US institution with significant funds under

42. management from world-wide. Increasingly it is seeking to manage the European

43. component of its portfolio from London. This has been led to an impressive rise in

44. its profile in European markets. The Bank is looking for talented and ambitious 

45. its profile in European markets. The Bank is looking for talented and ambitious

46. who performs rigorous and detailed investigation into companies and securities

47. before making recommendations to those Fund Managers. Ideally, you will have 

48. excellent academic credentials and a solid professional with grounding in 

49. analytical techniques. Particularly useful would be training in an accountancy,

50. an MBA or a legal qualification Excellent communication in sills are required. For an 

initial, confidential conversation contact the Bank’s Personnel Manager directly

Exercise Three (2000.5)

QUESTIONNAIRE-A REMINDER

Dear Colleague,

0 You, recently received a short questionnaire from us about the way brands change

00 over the time and why. As we sent out a limited number of questionnaires to

41 respondents for whom we thought might be able to help us, your answers are

42 very important as for the accuracy of our research. Therefore, if you have not

43 already completed in the questionnaire, we would be most grateful if you would

44 do this as soon as possible. It case you have been mislaid the original questionnaire.

45 please find enclosed another copy and a pre-paid envelope in which to return back

46 your completed questionnaire. Your responses, of course, will remain a confidential.

47 we are very much look forward to your early reply and to being able to send you a 

48 copy of the study's findings (if you have indicated an interest in receiving them).

49 Should this letter have crossed in the post with your reply, please accept our

50 thanks for your own valuable assistance. Once again, we assure you that the results of the survey 

will be make available as soon as possible.

  Exercise Four (2000.11)
	Make sure your notices are noticed

0  The simplest means that of imparting information is the adoption of a

41 message which is then posted on a notice-board. However,

42 this does not necessarily ensure the message will get through it. Neither

43 is its posting the end of the matter. To be effective, notices must

44 first be noticed. Used properly, notice-boards which can be a valuable

45 source of information and can promote communication. However, so to

46 do this they need to be positioned carefully, not where people  pass, as

47 that is what they will do – pass by – but where the target audience is

48 likely for to stand. This means a busy corridor is a less effective place

49 for a notice-board than rather next to the drinks machine or next to the

50 lift doors – or even though in the lift. Many hotels advertise their

51 facilities in the lift, knowing – as there are no any distractions – that for a few seconds the notice will have the complete attention of the passenger.


Exercise Five (2001.5)

	Global Retailing

0 retailing has been come late to globalization – until the 1970s very few retailers

00 had truly international scope. But since then many have developed global presence

41 as domestic markets have become full and new ones have opened up. This is

42 because the world is currently witnessing to a convergence of customer tastes and

43 aspirations, in particularly among the middle classes and the younger generations,

44 that what is fuelling a rapid internationalization of the entire retail sector. In

45 addition, the retail industry itself has become increasingly sophisticated. It

46 has developed skills, procedures and these resources that make it easier to develop

47 and expand effectively abroad. Barriers to entry in many of markets in other

48 countries have recently come down and partnerships are being formed between

49 big companies from Europe and the United States and small companies too in the

50 developing eastern countries. Retail brands are beginning to replace out many of the traditional manufacturer brands available on the world stage.


Exercise Six (2001.11)

	Briefings From Top Management

0 the concept of a briefing is that so a checklist of information is generated

00 regularly and used as a starting-point for a presentation by a senior manager

41 to the workforce. Obviously, in a big organization this involves with dividing

42 the workforce into manageable groups – probably not exceeding fifty. If

43 the senior manager be concerned can see all the groups, there is a considerable

44 advantage because the same message should be given up to each group.

45 furthermore, if that questions and comments are encouraged, each presentation

46 should benefit from the experience of the ones before. This is because

47 questions common to more than one group which can be discussed. Indeed,

48 the fact is that only if such as briefings generate feedback and questions will

49 they to be really effective. The problem with this method is that it requires

50 a time commitment from a senior manager. However, even it can be argued

     that the benefits are much more important that the costs.


对于阅读部分的整体建议：阅读时间一定要控制在60分钟之内。可以根据自己的情况选择六项题目的先后顺序和所需时间。恩波的建议是：采用正常的先后顺序。除第二项外，其余项均控制在八分钟内完成。其中五、六两项应各在六分钟内完成。
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