Information and communication technology

Web users ultimately want to get at data quickly and easily. They don’t care as much about

attractive sites and pretty design.

Sir Tim Berners-Lee (1955-) British inventor of the World Wide Web / i

Management issues

The basic issues in information technology (IT)
management are:

a) increasing the stability of the system to reduce down-time

b) ensuring that information is secure and backed-up (use
of encryption, firewalls to keep out hackers, viruses,
spyware, etc)

Beyond that, the following may be important issues at
different times:

Tension between the IT department and other business
units. How are business requirements translated into an
IT solution? How is the efficiency of 1T spending
measured? Do the business people understand the
technology?

Should the software be a commercial off-the-shelf
(COTS) package or a tailor-made solution? If the latter,
then what degree of customization is needed?

How well does the new IT integrate with the old (=
legacy) systems?

How good is the documentation? Is training necessary?
What level of integration is appropriate? Should the
organization use just one standard of software (eg
SAP/Oracle) and/or hardware (eg IBM/HP)?

Trends

Predicting the future of information and comimumication
technology (ICT) is notoriously difficult, butseveral trends
appear to be happening;:

Computing power is moving away from the local PC to
the network (delivered where and whenit is' needed).
Software is also moving to the network: companies are
leasing it online for a monthly fee instead of buying it.
Wireless connectivity is becoming pessible between
more and more devices,

Bandwidth is increasing.

Processing power and storage‘capacity keep increasing,
while prices keep/going doww.

Open-source plattorms (designed and improved by
users, owned by no-ohe)-are becoming more commeon.
Profitability’ is'becoming an issue for vendors as IT
becomes fvidespread and standardized.

Integrating andumanaging 1T systems is becoming more
impottantthan sélling new products.

Back-offige functions (eg payroll) and software
developmeént are being outsourced to low-cost countries.
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There is the development of an Internet.of things’ -
pervasive computing — where‘everyday abjects have
embedded processing power with & connection to the Net.
There is a convergence between traditionally separate
media.

E-business

A business with no’online presence is a ‘bricks-and-mortar’
organization. Atthe @épposite extreme, a few “virtual’
businesses exigt only online. But most businesses are
‘clicks-and-miortar’/— they have some part of their business
on the web; but als@ physical premises.

The phrase s-commierce’ refers to the part of e-business
related tQ buying/and selling. Retailers set up an electronic
stopefrent (BtE shop front) and shoppers place items they
want to,buy in an electronic cart (BrE trolley). When the
shoppér is ready, they go to the ‘checkout’ where their
payimentis processed.

For customers, key issues include:

Fraud (the safety of online payment systems).
Merchandise delivery and returns.

The difficulty of speaking directly to a customer services
representative rather than getting an automated
response.

For companies, key issues include:

The protection of intellectual property (piracy).

Website costs and maintenance.

Measuring the effectiveness of the website (click-through
rates for ads, traffic counts, conversion rates to show
percentage of visitors who make a purchase).

In terms of the technology involved, e-commerce is a good
example of the role of dedicated (reserved for a specific
use) servers:

A database server stores customer data and product
information in tables.

An application server is responsible for calculations and
program logic; it retrieves data from the database server
and feeds it to the web server.

A web server is responsible for the interface and
graphics; it presents the web page to the user.

A browser on the user’s computer allows the customer
to interact with the company’s web server.

WWW.Ci0.com www.itmweb.com www.brint.com



Transaction processing: constant updc\'tinq\
of mission-critical data such as orders,
invoices, payments, payrolls, inveatory, etc

Marketing: CRM Ccustomer
relationship manaqement)

Preduction / Operations: MRP (material
requirements planning), CIM Ccomputer
integrated manufacturingd

Finance: financial planning and budgeting

Human resources: payroll
and employees” records

ERP Centerprise resource planningd:
manages all stages in the supply chain

INFORMATION
TECHNOLOGY

Technology
Wireless LAN provides service \

within a hotspot
GP< (global positioning system?
to determine location of device

Bluetooth to enable 5hort—-ram§|e.
connection between wireless devices

Ap;sﬁtdﬁtmf

Parsonal services Ccéntent including news and
entertainment is agqreqated in a wmobile portald

M-compente €= mobile~commerced: shopping and
payments’ ffok your phone, person~to-person
payments, advertising based on your location

IKteabusiness Csupport for wobile workers, job
dispadceh, /access to intranet for sales staff
; to get cwstomer / product info, etcd

B
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l. Raw operational data is ke.prl: i
databases, eq sales info, ihventory
info, customer infe

2. Al the databases and documents
from across the orfanizatian-are
collected together in & ‘dita warehouse’

3. Informatiod from-the/data
warehouse is retrievad by Kanaqement
information System\ CM' £ software

using ‘datakining . \MI< software
supports decitn making, identifies
patteres ard)trends, etc

e —

\
LAN fClocal area network) allows
single~user workstations to share |
data, eq inside a company building

WAN (wide area network): a x
geoqraphically dispersed LAN

Intranet Ccompany network)

Extranet (part of intranet with
limited access for certain people
outside the companyd

Collaboration tools (= groupware)
that allow wsers at different
workstations to work on the
same project (screen sharing,
webconferencing, etc)

Teleworking Cemployee can work at
L) .

home, from a customer's premises,

from a hotel, from the beachd

B2B .
\

*Electronic exchm\?e‘: a wmarketplace
for a specific industry

Supply chain management

Extranet to work wore
closely with suppliers and partnaers

B2C
Online marketing

Virtual store with online transaction
processing and electronic funds transfer

Online customer service

Major areas include financial services,
reservations for travel and holidays,
sale of real estate, etc
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Information and communication technology: Exercises

12.1 Fill in the missing letters.

1 Old IT systems (hardware or software) which are still in use
are called 'l Cy systems’.

2 The written instructions for using IT software / hardware
are called "doc ion’.

3 A piece of equipment intended for a particular purpose is
called a 'de e’. The word usually suggests something
portable and electronic.

4 The rate at which data can pass through a communication
channel is called its "'ba th'.

5 A type of hardware and / or software on which application
programs run is called a "pl rm’.

6 If a chip or wireless device is incorporated physically into
an object it is described as being ‘'em  dded’.

7 A software application used to locate and display web
pages is called a 'br er'.

8 In knowledge management, a key function is the 'data
wa ouse’ — the place where all the company’s data is
collected together.

12.2 Complete the sentences using the pairs of words
in the box.

accessibility / intranet  aggregate / portal  enable / devices
ensure / secure  measure / efficiency  retrieve / trends
stability / downtime  translate / solution

1 Perhaps the most important task for an IT manader’is t@

increase the of the system to reduce

2 IT managers also have to thatinfofmation
is and backed-up.

3 It can be difficult to business requirements
into an IT :

4 It can also be difficult to [ _the

of IT spending:

5 Managers across the company use-datamining’ to
data from-the data warehouse, and turn
it into useful informatiof) by-identifying patterns and

6 An extranet providés outsidars with various levels of
to the company’s own
7 Bluetooth is a way to y short-range
connection between wireless

8 Mobile pHope/campanies charge for downloading content
which they = / /| on their own

12.3 LKook at the’completed sentences in exercise 12.2
and find a/word that means:

1/ make certain that something happens
2 {copied (jn case the original is lost)
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needs
find something that is stored in order-to ussit again

make possible; often used as a past participle (an Internet-
ed device is ofie that cansuse the Internet)

ask someone to pay an amount.ofmeney for a service

taking information from a-network and putting it onto
your own computer (or other-device)

put together N

a website that gives/access to a wide range of services
such as news‘@and information, email, online shopping,
links to other sites-.

12.4 Complete thé text with the words in the box.

/

ancryption  firewall  intranet  LAN
Servers  Stand-alone PC - WAN  workstations

+{(iséd to be common to see a sitting
»on adesk. No more. Now, individual ?

inside’a company are connected via a 3
(= data communication system inside a building) to the
company’s (= high-capacity
computers that store data and manage all the network
resources). Large, multi-site organizations (eg a national
health service) will require a ° (=
computer network that covers a large geographical area).

How is all the internal company information accessed

by users? Easily, via an © . This is an
internal network that acts just like a website, but is
accessible only with a password and is protected by a

7 . Further levels of security are provided
by & (= transforming data into a code to
protect its confidentiality) and, for large organizations,
housing the servers inside a bunker to provide physical
security in case of fire, etc.

12.5 Make collocations by matching a word from each

column,

1 off-the-shelf capacity

2 wireless connectivity
3 processing functions
4 storage package

5 back-office page

6 intellectual power

7 click-through property

8 web rate



1

2.6 Use the words in the box to make pairs of

collocations with a similar meaning.

-application-  customized  defective -design-
develop  environment  faulty  the latest
-oldfashioned- out-of-date  package  platform
provide  run  supplier  supply  tailor-made
up-to-date  use  vendor

Verb + noun collocation
1 to design / develop software
2 to / software
3 to / software
Noun + noun collocation
4 software application /
5 software /
6 software /
Adjective + noun collocation
7 old-fashioned / software
8 / software
9 / software
10 / software
12.7 Underline the correct (or best) words.
1 We have IBM machines running / running on SAP.
2 We have SAP running / running on IBM machines.
3 All your software / softwares can run on our servers.
4 Sometimes we have to write a / some special software.
5 We need a more powerful and effective system. It feeds
to be updated / upgraded.
6 We need the latest version of the system. It neéds to ke
updated / upgraded.
7 The database updates / upgrades automatically. when new
information is entered.
12.8 Read the text about ERP then/answer the

auestions below.

mall companies tend to suse\separate off-the-shelf

software packages to do Specific tasks, such as
preparing accounts. But larger companies need a solution
that provides software ©nwa modular basis — with the
possibility of customization ~ and then integrates all the
parts. This solution” is’_called JERP (enterprise resource
planning), and the main vendors are SAP and Oracle.

/

Discussion topics

1 Business peaple’ den't understand IT, and IT pecple don't
understand business.
(/) Kgfeé () Disagree

2_E-commeérge is a wonderful thing ... until you want to
speak to’anyone about anything.

12 INFORMATION AND COMMUNICATION TECHNOLOGY

ERP has its origins in manufacturing, wherg it js used\i@
manage all the stages in the company’s dntermal/ supply
chain. So, using sales data the software.can fosecast
demand, order materials, schedule production, “project
financial results, etc.

But to this basic package it is possible td add many
further modules. For example, tg inctude the/upstream end
of the supply chain (= suppliets of components and raw
materials) the company can-add\a procurement module.
And to include the doWwpstream, enhd of the chain (=
customers) there is a ‘custamer/relations management
module (CRM).

CRM - which/ other vendors sell as a stand-alone
package - includes;

for sales staff:"eontact management, quote management,

customer pfeferences and buying habits, etc.

for customér/sefvices staff: order fulfiment, complaints,

returns,ete.

By keéping all jhe information on individual customers in
one place,_a company aims (i) to make cost savings

/thfodgh efficiency and (ii) to present a unified face to the

F
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customer, regardless of the communication channel that
they uge.

Another common ERP application is a management
information system (MIS). This is a decision-making tool that
allows managers to extract useful knowledge (specific
details, key indicators, trends) and present it as graphs,
reports, alerts, forecasts, etc.

ind a word from the text that means:
available in a standard form, not designed for a particular
customer
personalization
predict (word #1)
predict (word #2)
the combined activities of sourcing (= finding what you
want) + purchasing (= buying it)
able to be used on its own (ie without buying other
components)
the price that a supplier says they will charge
delivering goods in the way that is promised and expected
on-screen warnings

In five years’ time, the biggest change in our lives from ICT
will be ...

Teleworking is the way to go. Who needs an office when
everyone is networked?
() Agree () Disagree

u
ol



Discussions

Managing a discussion

Read this dialogue in a real estate agency and then study the points below.

A

>

Can you help me? I'd be interested to know something about
property prices in this area.

. Yes, of course. But first, could you tell me a little more about your

present situation?

. I've been living in rented accommodation for several years. Now I'm

wondering whether it's a good time to buy somewhere for myself.

. Okay. What sort of price were you thinking of?
: Oh, you know, nothing too expensive.
: Could you be a little more specific? We have some small one-

bedroom apartments that start at around € 120,000. Was that the
kind of thing you had in mind?

. Possibly. But I'm not ready to think about individual properties just yet.

| wanted to know more about the market in general. There are a lot of
stories in the newspapers about house prices, and they worry me.

: Okay. If | understand you correctly, your worries are probably

these: you don't want to buy at the top of the market and see your
house fall in value, but equally you don't want to miss the chance if
prices are going to continue to rise.

. Yes, exactly.
. This is of course a concern for all our clients, but you know it's very

difficult to time the housing market. Newspaper stories can make
forecasts, but no-one really knows.

. | see what you’re saying, but you must have some jidea. | read

one article that said that house prices are going to/crésh.

. I don’t think that'’s true. Prices have stabilized resently b(t they're

not going to crash.

. Really? Do you think so? My friend bougHt an-apartment near

here last year for €165,000, and now otherapariments’in the same
block are going for less than €150,000:

. Well, of course, it all depends. There.are many factors that can

cause these short-term changes./But there.is another way of
looking at this. If prices have droppad.temporarily, then now is a
gooed time to buy.

. But going back to what you said eatlier, have prices stabilized,

or are they actually falling? I disagree’ with you about now being a
good time to buy if they aresiill falling.

. In certain areas they-aye still falling. But | think we’re losing sight

of the main point. You're living in rented accommodation, and the
rent you pay could be-gaing to repay a mortgage. And you would
have your own home:

. That makes/sense. But it’s a difficult issue.
. You're absolutely right. But while you're here, why don’t | give

you anidea of/what's available in your price range?

: Okay/
: Right’ I'd Jike'to start by writing down one or two personal details,

andithen we can move on to locking at some of the properties we
have onthe market.

Look at the words in bold above:Underline:

— five phrases asking for-more information.

— one phrase showing the-speakeér is going to
check using their own words.

— three phrases for full-agreement.

— one phrase using Yes, but ... for half agreement.

— one phrase using tw0 0pen questions to show
polite disagreement.

- two phrases for simple disagreement.

How many of thiese ¢an you find in the mind map
opposite?
At lmés /7 and 10 you will see the phrases: What
sortof pricetvere you thinking of? and Was that the
kind of thing you had in mind?

These quéstions are interesting for two reasons:

=_first, they use ‘vague’ language: sort of, kind of.

+ second, they use past tenses (were [ was [ had),
even though the time reference is present.

The past forms create an indirect, distant feeling.
They combine with the vague language so that the
client feels that he / she is under no pressure.

Look back at lines 30-42. There is a battle for

control of the topic:

— at line 31 B tries to change the focus: ... there is
another way of looking at this.

— but at line 34 A resists: ... going back to what you
said earlier, ...

— at line 37 B deals briefly with this resistance: In
certain areas ... but then tries to block further
discussion with: I think we’re losing sight of the
main point.

— at line 42 B manages the conversation so that
they move on from the opening to begin a sales
conversation about specific properties. For B,
this is the main topic.

Now look at the ‘Topic management’ branch of the
mind map.
Other language for discussions

In discussions you are likely to use a lot of linking
words and phrases. (See units 20-22.)



16 DISCUSS S@

Begim\iuj the main
Right, let's get down to

Why don™t | qive you an
I'd like to start by

Full agreement

That makes sense. \
You're absolutely right.
Yes, | would agree with that.

Moving from poin

Half aqreement
4 " Lo that’s decided, ther

| see what you're saying, but ...
| agree with you up to a point, but ...

Polite disagreement

Well, of course, it all depends.
I'm not sure | aqree with that.
I've got mixed feelings about that.
Eaa\ly?. Do you think 507
Don’t you think that s

hat | / you said earlier ...
back Wp. CAME3

errupting

interrupt for a moment 2

Simple disaqreement

| don™t think that's true.
| disagree with you about ...
Thats not how | see it.

e're losing Siqh‘t of the main point.
| can just finish, | was saying that ...

Buyin.g time
It a difficult issue.
M have to think about it.

Could | tjet back to you on that?
Why don't we come back to that later

Asking for more information
I'd be interested to know 5omethir\q about ...
Could you tell me a little more about .7
Could you be a little more specific?
What Cexactly) do you mean by ...7 \
What sort of price were you ‘thir\ktm} of? |
Was that the kind of thing you had in mind? |

Asking for repetition w
Could you go over that again, please ?

Checkw] by using your own words

Lo, if | understand you correctly, ...
Lo basically what you're Saying 15 ...

Checking the other person’s understanding

Does that answer YOUr questior\?_
Does that make sense?

Responding

Yes, exactly.
Yes, that's (‘nﬂht.
Not exactly.
L Well, let me pt it another way.
No, that's not what | meant.
No, what I'm trying to say is ...

/

St -
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Discussions: Exercises

16.1 Without looking back at the mind map, think of
just one word to fill each gap.

a) There is another of at this.
b) Right, let's get down to :

Q) back to what you said earlier.

d) | think we're losing of the main

e) Could | interrupt for a ?

f) Could you be a little more ?

g) What exactly do you mean ‘more expensive’?
h) Sorry, if | can finish, | was saying that ...

i) Could| back to you that?
i) Was that the of thing you had in ?
k) Does that make ?

[} Well, let me it another way.

16.2 Match each phrase in exercise 16.1 with one of
the uses 1-12,
1 You want to change the focus. |a
2 You want to block the other person’s change of focus
and return to the main issue.
You want to interrupt.
You want to block an interruption and continue.
You want to begin the discussion.
You want to return to an earlier point.
You want to buy time after a question.
You want more detailed information because/the 6tjtey
person is being vague and general.
9 You want to clarify one particular word ot concept-.”
10 You want to clarify what you just said by saying/it dgain
more simply and clearly.
11 You want to clarify what the other{persen/wants, using
vague language to avoid putting’ themundey pressure.
12 You want to check the information‘you gave was clear.

o ~N oUW

16.3 Cover exercise 16.1 with a piece of paper. Then fill
in the gaps using the prepositions in the box.

about at  back ‘“back/ ,down in of of
of of on —ep ‘over fto to to to

1 Right, let’s get N business.

2 Okay, let's move the next point.

3 There is afigther way looking this.
4 Going/ [/ 7 ;. what you said earlier.

5 | think~we'réldsing sight the main point.

6 Cduld rget_ you that?

7 Lould you téll me a little more it?

& What sort price were you thinking ?
9) What-exactly did you have mind?
10 Could you go that again please?

16.4 Find a phrasal verb (eg take offor ook forward
to) in exercise 16.3 that means:

1 start doing something seriously _{_ #&Ldowyg to

2 stop doing one thing and begin-doingancthe

3 return to a subject

4 speak to someone at a Jatey/time\
5 repeat something in order to-understand it

16.5 Match the beginning with the end of each phrase.

a) You're absolutely~+4/ a point, but ...
b) Yes, I'm in fayour | see it.

) That might/be worth right.

d) | agree with youw'up' to agree to that.
e) | cap’see one.or two 507

f) I'pAd sorry 1 can't of that.
g) Really? Do you think problems with that.
i) ¥hat'snot/how trying.

46.6 - Write each phrase letter from exercise 16.5 in the
grid-below.

with someone about something

Agreement 1 d 5
Half agreement 2 6
Polite disagreement 3 7
Disagreement 4 8

16.7 Complete each mini-dialogue using the phrases in
the box.

Can | get back to you on that?  Yes, exactly.
| think we're losing sight of the main point.
Shall we move on?  Let me put it another way.

1 A: Yes, | think that would work very well,

B: So that's decided, then.

2 A: Are we going to have a hot buffet at the product
launch or just finger food?

B: Some major
issues are still unresolved — like the advertising
campaign.

3 A: The price is okay, but what about shipping times? Can
you deliver by the end of April?

B: I don't know right now.

4 A: So are you saying you want me to transfer to the
Madrid office?

B: It would be a great
opportunity for you.

5 A: So are you saying | have to transfer to the Madrid office?

B: Well. You don't
have to, but it would be a great opportunity for you.



16.8 The words offer, suggestion and proposal are

often misused. Match each with an explanation:

1 —an idea or plan, perhaps quite
tentative and vague

16.11

16 DISCUSSIONS

Put a tick (v) if the sentence is grammatically

correct. Put a cross (X) if it is not.

| suggested a different idea.
I suggested him a different idea.

2 —an idea or plan, more formal and
definite, and usually one that a group has to consider
3 — a statement saying you will give

16.9 Match each item on the left with one on the right

that has a similar meaning.

1

something to someone (used mainly in negotiations)

take up (a suggestion)

put forward
2 accept _\ think of (a suggestion)
3 reject make (a suggestion)
4 come up with dismiss (a suggestion)
5 take partin tackle (an issue)
6 come to bring up (an issue)
7 raise be involved in (a discussion)
8 deal with open it up for (discussion)
9 reconsider reach (a decision)
10 throw it open for reassess (a decision)
11 asensible feasible (suggestion)
12 a sensitive reasonable (suggestion)
13 a realistic ridiculous (suggestion)
14 a minor difficult (issue)
15 an absurd side (issue)
16 a constructive in-depth (discussion)
17 a hard fruitful (discussion)
18 a detailed initial (discussion)
19 an easy tough (decision)
20 an exploratory straightforward (decision)

16.10 Cover exercise 16.9 with a piece of paper. Then
fill in the missing letters.

1 She was the only person to ¢ u w a
fea le suggestion.

2 |think we should ta  u_ his suggestion — it sounds
very rea le to me.

3 He p fo dari _ous, suggestion about
going to the CFO and/asking for-a’bigger budget.

4 Ineedtob g u a\ rather—sen e issue.

5 It's a difficult issue, but we'll have to t le it one day.

6

19

I've been inv

(ved” i _~the expl

ry discussions,

and now we're ready-t6 <all a formal meeting.

1
2
3 | suggested a different idea to him,/ _

4 | suggested using another approach>~_

5 |suggested to use another approach—L_}

6 | suggested we should look at gltarAatives.

7 |suggested it we should Jock at alternatives.

(Note: propose and recommend have the same
patterns)

16.12 One item in each group does not collocate with
the verb. Cross it out.

1 hold a-meeting’/ all the cards / an opinion /
a proposal// sb responsible for sth
2 take part in & discussion / an effort to do sth /
a-decjsion / up a suggestion / another approach
3 reach amagreement / a compromise / a dead-end /
a decision / a demand
4 rpaise awareness of the issue / a difficult challenge /
the matter later / an important objection /
an interesting question
5 meét a challenge / a deadline / an issue / a need /

an objective

| Speaking / Writing practice
Work in small groups. Have a discussion on one of the
topics below.

— Computer games and children

- Fast food

— Genetic engineering

— Clean energy

— Working from home

— The future of Russia (or China)

- Euthanasia

— Transport issues in my city

— My favourite leisure technology

- UFOs

- Destruction of the environment

— Immigration

— Global warming

— Emotional intelligence

— The uses of location-based (satellite) technology
— Save the tiger! Save the panda! Why? We manage

| thought the conferénce was going to be a waste of
time, but jn factl t k p i some very

fr ~ “VdiscUssions.

You've aliead ry summary, so now | think we can
o // it »f _ amorein-d h discussion.
We firfally r ed a decision, but it was a t
to make,

It should be a relatively str

gh one

rd decision.

Or

OK without the dinosaur.

Any current general / business news item

When you finish, write the script for a part of the
discussion that was interesting. Feel free to add other
points — it is a language exercise, not a memory
exercise.
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INTERVIEWS

Interview with an HR director Interview with an IT consultant
Exercises Exercises
1 Line managers and HR managers both play a role in the 1 What do these acronyms stand for? How much dalyou
recruitment and appraisal processes. Write ‘LM’ or 'HR’ next to = know about them? Make notes.
the responsibilities. 1 ERP
Recruitment 2 CRM
1 Prepare a job description 3 VPN

2 Make sure legal and ethical requirements are met V . i . )
2 &® Now listen to an interview with-Jana,/an IT consultant,

3 Look at th | | lities of the individual
ook at the general personal qualities of the individua St chatl YEUrEEWER,

4 Look at the functional skills of the individual 7
3 @M Listen again. What does Jana say’about the following

isal .
Appraisa topics? Complete her sentences,

5 Develop the appraisal tools
P PP 1 T consultancy ‘We offer IT soldtions — software, hardware,

system / /., maintenance and ,
consulting — everything’

6 Make sure that the process is identifying future leaders
7 Rate functional performance

8 Monitor that appraisals are carried out 2 The paperless office 'Adécument — like an email or a letter or a
2 ¢ Now listen to an interview with Jurgen, an HR director, legal contract of a.repart #is purely in form
and check your answers. and with docdpient mianagement you can and

store it.’

Industry trends . /everything is moving to the network — all

kinds of data and all kinds of software. At the end of the day all

AN - are the same — just a screen, a
important inside the company and VNN of input like a keyboard, and a connection to
it's important to within the organization.’ thé network.’

2 The interview 'In the HR interview we are looking for a positive
personality, a flexible attitude, good team-working skills, and
other qualities like and the ability to

3 éh Listen again. What does Jurgen say about the following 3
topics? Complete his sentences.

1 Internal candidates '... opportunities for promotion are an

4 Read the listening script (page 119) and make notes on
what Jana says about the following topics (maximum ten
words each). When you finish, discuss the general issues with
some colleagues.

the benefits and risks of CRM

r

3 Performance-related pay 'HR is here to help the business
. Bonuses are acceptable if'they're

seen to be . using a document management system
4 Motivation ‘Apart from the tangible 4 there are the difference between information and knowledge
what | would call motivators.’ The Matrix’
4 Read the listening script (page 1:18) and'make n_otes on Glossary
what Jurgen says about the following topics (maximum ten
words each). When you finish, discuss the generalissues with applications software computer programmes designed for a
some colleagues. specific task, eg word processing, accounting

cold call a telephone call to a potential customer that they were
not expecting

downside disadvantage

the appraisal process encryption protecting information by putting it into a special
code that only some people can read

assessing personal qualities in an interviaw
performance-related pay

Glossary VAS = flagged up highlighted
appraisal formally assessing an gmplayee’s job performance IP (address) the IP (Internet Protocol) address is the address of
demoralizing makingyou fee| less confident and hopeful every machine connected to the Internet — it takes the form of
fast-tracking accelérating the progress of a person’s career numbers separated by dots
fit in integrate successfully log make a record of something
job rotation movement/throlgh a variety of roles in the operating system programme that controls all the components
organization of a computer system
matrix organization where people work in a variety of cross- print-outs printed information from a computer
functional tearns/rathef than under one line manager stand-alone (package) package that works well on its own
mindsétattitude and way of thinking template pre-defined model
rounds’simjlar.stages track follow the progress of something

track récord things you have done in your career
underperforming less successful than expected
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